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ABSTRACT 
This study explored airline service failures that occurred in-flight (during the flight) and 
service recovery techniques attempted within the industry. A mixed methodology was 
adopted so that the key issues could be identified and the respondents' feelings and 
motivations could be examined. A questionnaire was developed to investigate in-flight 
service failures and, if any, the degree of success of the service recovery attempts, as 
judged by the respondent. Semi-structured interviews were then conducted to explore 
selected respondents' feelings and the motivations behind their answers. The rich data 
obtained is important because it gives the study more relevance and depth. 
This research found that the cabin crew on-board a flight had a significant impact on the 
outcome and satisfaction level of the passengers. The study also found that the cabin 
crew were considered to be responsible for a significant number of in-flight service 
failures. The analysis of the results showed that often it was not what the cabin crew did; 
rather it was how they did it. The findings of the research supported the attempted 
recovery techniques which are discussed in the review of the literature. (These included 
attribution, apology, assistance, employee empowerment and satisfaction, time, 
compensation and communication). It was found that the cabin crew had the biggest 
impact on the passenger's satisfaction. Although not all of the failures experienced by 
passengers were initiated by the cabin crew; it was seen as their responsibility to attempt 
a recovery. 
This study showcased the most common failures occurring in-flight and also what 
recovery techniques were attempted. It also found how satisfied the passengers were at 
the end of the encounters. Future research can take the findings from this study to 
develop a model for measuring satisfaction with an attempted service recovery which is 
specific for the airline industry. 
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Chapter One: 
Welcome On-board! 
An introduction to this study 
1 
1 Welcome on Board! 
How many people dread clumsy cabin-crew staff? Imagine you are sitting on your isle 
seat on a long and full flight. The cabin-crew are doing their rounds and offering drinks 
to passengers. Finally, it is your turn and you order a nice hot tea. For some reason the tea 
has slipped from the flight attendant's hands and has spilled all over you. She apologises 
and tries to help you clean up, then continues on to finish her rounds. You are soaking 
wet, slightly burnt and uncomfortable. Unfortunately, there is no follow up on the spill 
and you are left sitting there damp, uncomfortable and un-noticed. So, how would you 
feel? 
1.1 Introduction 
In 2006 there were 760 million airline passengers flying internationally (Concil, 2007). 
The International Air Transport Association (IA TA) projects that the airline industry will 
experience a growth of 5.3% in domestic passengers and a 5.1 % growth in international 
passengers by 2011. At least 250 international airlines are registered with the IATA. The 
number does not include the many smaller airlines who operate domestically or the many 
low cost or leisure carriers, as they are not required to be members of the IATA (Concil, 
2007). The airline industry is rapidly advancing in respect to the growth in the number of 
passengers flying each year, the number of new airlines emerging, the numerous new 
destinations being served and also the facilities being offered to airline passengers. 
Unfortunately events like the opening scenario are not uncommon. Therefore it is 
important that service is understood and the role that service plays in retaining loyal 
customers, who are a key to any airline's profitability. In particular, in-flight service 
should be examined more closely, as a large component of the total service is provided 
in-flight. In-flight service is longer in duration than most other service encounters and is 
conducted in a difficult environment. The cabin crew must provide a high quality of 
service in a confined space with limited resources, to a large number of people. Although 
there are different types of airlines, they should all produce quality service. Although 
customers encounter a number of different members of the service staff throughout their 
journey with an airline, the time spent during the flight with the cabin crew is most likely 
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to be remembered, thus having great significance on passenger satisfaction with that 
particular airline. 
Different passengers have different expectations from their service encounters. Some 
passengers are happy to be left to themselves whereas other passengers may expect more 
attention and service. The initial contact between the service staff and the passenger may 
be described as a "moment of truth" (Carlzon, 1987). A moment of truth occurs when a 
customer comes in contact with a company and experiences the level of service quality 
the company provides. A positive moment of truth with a customer takes a business 
closer to the promised land of satisfied customers and potential repeat business. A 
negative moment of truth creates dissatisfied customers who look elsewhere to meet their 
needs. Moments of truth can be grouped into the "critical contacts" including: the initial 
contact, the problem solving, first use, ongoing support, further purchases, and 
recommendations to others (Keogh, 2004). All of these critical contact points are to be 
addressed if satisfaction is to be optimised. 
Unfortunately the facilities and technology utilised by the various airlines are easily 
replicated which means it is often difficult to differentiate competing airlines on this 
basis. However service is one of the best ways to gain a competitive advantage, as high 
quality service is difficult to replicate. This study reviews service- its importance and 
critical aspects- and studies service failure and service recovery. Service failure will 
occur in any industry that provides service and it is inevitable because it is produced by 
humans in an environment in which it is produced and consumed simultaneously. Service 
recovery is the process which should be implemented after a service failure occurs. It is 
intended to rectify the problem and to ensure that the customer leaves the encounter 
satisfied (Bamford & Xystouri, 2005; Davidoff, 1994; Oyewole, Sankaran, & 
Choudhury, 2007). The airline industry was chosen for this study because of researcher 
interest and because there is a large amount of growth in the industry happening 
relatively quickly, possibly caused by the strong economics in many countries. This 
airline growth encompasses the emergence of new airlines, existing airlines travelling 
more frequently to more destinations and also better facilities now being offered to airline 
passengers. This study investigates service recovery and its effectiveness from a 
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customer's perspective in the airline context. Most existing literature has considered only 
a business or management perspective. The importance of recognising and understanding 
how customers receive and perceive the level of quality service is important, but often 
neglected. This study aims to fill the gap in the literature and also to assist in informing 
airline management of what passengers actually want. It is acknowledged that there are 
many types of airlines operating around the world offering different services and facilities 
for their passengers. However, the different types of airlines does not impact on this study 
because in-flight service should be of a high quality regardless of the airline you are on. 
1.2 Research problem 
No studies were found that investigate the types of service breakdowns that occur in-
flight. Nor were any studies found that explore types of service recovery attempted by 
cabin staff or whether any recovery has been attempted at all. Many studies have 
investigated service and its effects on customer satisfaction and business success (Seiders 
& Berry, 1998; Sindhav, Holland, Rodie, Adidam, & Pol, 2006; Waters, 1998) and to 
some extent service recovery (Boshoff & Leong, 1998; Kelley, Hoffman, & Davis, 1993; 
Levesque & Gordon, 2000). The problem with the available literature is that much of it 
lacks academic rigour. It mostly informs the readers of proposed models to measure 
service recovery and its effectiveness. However, much of it has never been empirically 
tested. 
A difficulty in measuring service is that service has so many different impacting 
variables. Thus, it is difficult to develop a model for measuring the effectiveness of 
service recovery as it changes situation-to-situation, industry-to-industry and indeed, 
person-to-person. Boshoff, (2005) created an instrument to measure satisfaction with 
transaction-specific service recovery. Boshoff suggested that effective communication, 
employee empowerment, feedback, atonement, explanation and providing tangibles were 
all effective methods of service recovery. Although Boshoff's instrument was designed to 
measure transaction-specific service recovery, these techniques can be used in the airline 
industry. There is limited literature available dealing with in-flight service in the airline 
industry. Thus, this study aims to identify, in-flight service failures along with the most 
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successful methods of service recovery. These findings will be from a customer's 
perspective so that customers needs can be identified. 
Figure 1.1 shows the critical components of this project and how they all contribute to the 
research project. The literature informed and helped shape the research project. Through 
primary and secondary data analysis the recognition of service failures occurring in-
flight, the identification of attempted service recoveries and also the success of the 
attempted recoveries are expected to be found (see Figure 1.1) 
Literature 
Service 
Critical 
aspects of 
service 
Service 
Failure 
I 
~I ~Servi~'ce ~I// 
Recovery 
Research 
Secondary data analysis 
(researching previous 
studies) 
& 
Primary data analysis-
Questionnaires and 
interviews 
Outcomes 
* Recognition of service 
breakdowns 
1 .. 1 * Recovery Attempts 
* Success ofrecovery 
Figure 1.1 - Breakdown of the research problem 
Literature on service, its critical aspects, service failures and service recovery was 
reviewed in order to gain a better understanding of the issues faced by service providers 
(in this case the airline industry). The literature helped shape the research tools for this 
study. Through researching both primary and secondary data, this project will assist 
airline personnel to recognise more common service breakdowns or failures, attempted 
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service recovery's and also to gauge the success of the recovery through customer 
satisfaction. 
1.3 Research questions 
The research question for this study has two primary components. The first component is 
to inform what types of service recovery techniques were previously tried. The second 
component is designed to research which of the techniques actually works from a 
customer's point of view. However, in order to perform or attempt service recovery a 
service failure must first occur. Thus the research question is "in-flight service recovery: 
what's been tried, what actually works?" 
The literature was reviewed to gain an understanding of the problems that are occurring 
in the service industry today. By reviewing the available literature (in the service 
industry) the following predictions were made: 
1. The majority of failures or breakdowns experienced by airline passengers are 
generally not started by the cabin crew. 
2. Out of all the airline staff that come in contact with passengers, the cabin crew 
have the biggest impact on passenger satisfaction. 
3. The effectiveness of an attempted service recovery may be hindered by the lack of 
resources available to the cabin crew. 
This study is broken into three sections to make the research question more manageable. 
These sections will address: 
1. What service breakdowns or failures tend to occur in-flight? 
2. What are the attempted recovery techniques? 
3. If any, which of the attempted recovery techniques were most successful? 
Each of the sections will assist in answering the proposed research question. The first 
section investigates what service breakdowns or failures occur in-flight. 
1. In the area of service breakdown the following questions were developed; 
• What is the most common failure? 
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• Which of these failures had the greatest impact on the customer? 
• Who was responsible for the failure? 
The second section investigates what service recovery techniques are being attempted. 
2. For the section addressing the attempted service recovery, the questions included; 
• What service recovery techniques were being attempted? 
• Who attempted to perform the service recovery? 
• What was the attitude of the staff performing the attempted 
recovery? 
The third section explores which of the attempted recovery techniques are most 
successful, if any. 
3. To measure the success of the attempted service recovery these questions were 
developed; 
• Was the recovery successful? 
• What made it successful? 
• How did the customers feel about the recovery process? 
• Could the staff have done anything differently? 
This research will contribute to a better understanding of what the most common service 
failures are in in-flight situations, the most common service recovery techniques used by 
the cabin crew, and also, if the attempted recovery was successful in the passengers' 
eyes. The findings will also address the emotions of the customer ( explored through 
qualitative methods) throughout the process, the attitude and overall performance of the 
cabin-crew and subsequently the staff's influence on the service satisfaction levels of 
passengers. 
1.4 Significance 
This study is important as it offers an insight into the different types of failures that 
airline passengers are actually experiencing. To date no literature has been found that 
documents the types of service recovery being attempted in-flight. Also the success of the 
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attempted service recovery should be documented. This study aims to fill the gap in 
existing research between theoretical concepts and actual outcomes of the attempted 
service recovery in-flight. A key strength of this study is that it focuses on one particular 
section of one industry - the airline industry. This study will identify what the most 
common service failures experienced in-flight are and also explore what is being done to 
recover from these failures. It will also address whether service recovery is being 
attempted, and if it is, it will show the success of the attempted recovery. In turn, this will 
show what impact service recovery has on the satisfaction levels of a passenger after 
he/she has experienced a failure or breakdown. The aim of this study is not only to fill the 
gap in existing literature, but also to further develop the understanding of the importance 
of service to the airline industry. 
In-cabin service providers have a captive audience with limited space and resources, so 
the service aspect of the customer's flight must be of a high quality in order to achieve 
passenger satisfaction. In effect the findings from this study will assist airline 
management to gain a better understanding of what customers' expectations are, as the 
study is conducted from a customer's perspective. This study will also highlight the most 
common attempted recoveries and their effectiveness. 
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Chapter Two: 
Our Airline's History 
& 
Mission Statement 
A review of the literature 
9 
2 Literature Review 
2.1 Service 
The previous chapter established the need to research in-flight service recovery to fill the 
gap in existing literature and to assist airline management and their passengers to create a 
smooth and memorable travel experience. This review of the literature will explore and 
define service and its critical aspects, define service failures and identify some common 
causes and possible outcomes. It will also define service recovery and identify possible 
service recovery techniques. A review of different research methodology including 
qualitative, quantitative and mixed methodology is presented. 
Service is imperative in today's society as technology is advancing in leaps and bounds. 
With this rate of advancement, businesses must utilise quality service to differentiate 
themselves from their competitors. Also, not only has technology advanced, but the 
quantity and variety of goods has virtually exploded making it increasingly difficult for 
businesses to again set themselves apart from their competitors. Technological 
developments, sophistication, computerisation and technological innovations are 
radically altering the way in which many organisations are doing business with their 
customers. Technology alters and enhances the delivery of quality service (Bamford & 
Xystouri, 2005). This is why businesses must understand and provide quality service to 
give them the edge. (Davidoff, 1994 ). 
Quality service has become one of the leading ways to gain a competitive advantage in 
any industry because products and technology today are relatively easy to replicate and 
improve, whereas service is not. A company's only true assets are their satisfied 
customers. These satisfied customers' are obtained through providing both a quality 
product with exceptional service (Oyewole, Sankaran, & Choudhury, 2007). Service is 
difficult to define and measure precisely as it often comprises both physical items and 
interactions with people. It is important to research and understand service as services are 
the future (Verma, 2003). In order to properly understand the importance of service we 
must understand what service actually is. 
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2.1.J What is service? 
According to the Australian Concise Oxford dictionary, "service is the act of helping or 
doing work for another or for another community" (Hughes, Michell, & Ramsan, 1992, p 
1053). Service is often difficult to define as it is used in so many different industries in so 
many ways. This can be seen by looking in a dictionary, where there could be up to 
fifteen different definitions. Service can also be defined as "anything of value, other than 
physical goods, where one person or organisation provides another person or organisation 
with something in exchange for something" (Davidoff, 1994). Throughout this study, 
'service' or 'in-flight service' refers to both providing the physical service (i.e., bringing 
you a meal or checking you onto a flight) and the customer service (the way or manner in 
which the service is provided) provided to passengers by the cabin crew. Service is one of 
the best ways to achieve customer satisfaction. Waters ( 1998, p. 46) states that "service 
happens. Good, bad or indifferent, it happens every day to customers who are at least as 
likely to judge the quality of the restaurant on its tantalizing food and it is impeccably 
appointed decor as on the number of times a server smiles, how well they answer 
questions and respond to needs, and even how clean the bathrooms are." This 
demonstrates that service happens everywhere to a variety of different people. Every 
guest will perceive service differently thus it is important to understand and provide 
quality service to all customers. This research investigates service in the travel industry, 
more specifically the in-flight service of an airline. Quality in-flight service is vital in 
creating an enjoyable and memorable experience for airline passengers. The importance 
of service follows. 
2. I .2 The importance of service 
Service is important to the tourism and hospitality industry as it plays a significant role in 
what kind of experience the customer has (i.e., a good service experience or a 
disappointing one). Service is important to all parties involved in the service encounter. 
Although it affects each party differently, service has a significant impact on the outcome 
of a service encounter. This review of literature will explore the importance of service to 
a company, to the airline industry and most importantly to the customer 
Service is important to any company in any industry. Quality service has the potential to 
set your business apart from your competitors, so it is essential to both acknowledge and 
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understand what service is and how to use it effectively in your particular industry. 
Researchers have focused on the different aspects of service highlighting their 
importance. For example, Davidoff, ( 1994) focuses on the importance of service in 
respect to saving time and money through excellence in the service sector. He found that 
poor service not only deters repeat customers but it also slows down the process of 
information transfer, which reduces the overall productivity of a company. Another 
important aspect of service is customer loyalty. Customer loyalty is vital in gaining 
competitive advantage in today's service environment (Robbins & Miller, 2004). 
Customer loyalty can be obtained by producing quality service. Customers will return to 
businesses that provide a quality product, with equally good staff that provide a high 
level of quality service. Customer loyalty can also be used as a tool for measuring the 
passengers' satisfaction levels (Millard, 2006). 
Service is especially important to a customer. Service has the potential to make or break 
an experience with any particular business. Quality airline service is essential if customer 
satisfaction is to be achieved. Even if a product is both functional and desirable but the 
accompanying service is faulted or of a poor quality it could influence the entire 
encounter with the company. In an in-flight scenario, if a passenger gets the seat they 
want, the meals are tasty and the entertainment is good, the passenger should be satisfied. 
Despite this, if the cabin crew provide poor service and they are perceived to be rude or 
negligent, the customer may still leave unsatisfied. 
As brand loyalty is becoming a leading strategic goal within today's service environment 
it is important to understand customer loyalty and the role it plays in customer retention. 
Customer retention is especially important to the airline industry because most people do 
not use an airline's facilities as often as they may visit a restaurant or ride on a train. This 
means that every retained customer has a definite positive impact on the airline's success 
and profitability. Also, as recognized above, service plays a vital role in the success or 
outcome of a service encounter. Thus it is crucial to ensure that quality service is 
provided to all passengers to ensure that the best possible outcome is achieved for both 
the management and customers. If the passenger leaves satisfied, they may use the airline 
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again, or at the very, least tell a friend about their positive experience. This is termed 
positive word of mouth. Positive word of mouth communication has been recognised as a 
particularly valuable vehicle for promoting a company's products and services. (Gremler, 
Gwinner, & Brown, 2001) 
We live in a society where the customer's needs and wants are ever changing as people 
are becoming more educated and thus more knowledgeable. It is imperative that 
organisations keep up to date with these needs and continue to provide customers with 
what they want. For the airline industry, people are flying now more than ever before 
which means that airline passengers are more educated in air travel due to their previous 
experiences. Thus it is crucial for airlines to ensure that the passenger's expectations are 
met. This is why it is important to understand the role cabin crews play not only in 
providing good quality service, but also in attempting service recovery when a failure 
occurs. 
Explored above is service and its importance to the hospitality and tourism industries, 
more specifically to the airline industry. Service is an effective way of differentiating a 
company from its competitors. Service may have the power to make or break a 
customer's experience so it is vital to understand the critical of aspects of service. 
2.2 Critical Aspects of Service 
There are several theories that are useful in this context. These are the justice theory, 
Armistead's dimensions of service, Davidoff slaws of service and culture. These theories 
are explored below. 
2.2.1 Justice Theory 
Within the area of service, perceived justice/fairness is increasingly identified as a key 
influence in a customer's level of satisfaction. The justice theory generally has three 
dimensions. These dimensions include distributive justice, procedural justice and 
interactional justice. 
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Distributive justice relates to the fairness of an outcome. For example a higher cost/price 
for a better product or service. Passengers may choose to fly a particular airline even 
though it is more expensive, because it provides better facilities. For example an 
Australian domestic passenger may choose Qantas over Virgin, as Qantas has the in-
flight meals and entertainment the passenger may desire. So although Qantas may charge 
a higher price, customers' are happy to pay it as they feel that the outcome is fair as they 
are paying for additional services. 
However, with the finding that the procedures used to determine outcomes can be more 
influential than the outcome itself, the emphasis has gradually shifted from distributive 
justice to procedural justice. (Campbell & Finch, 2004). This means that although 
customers will pay a higher price for a better quality product, if they perceive that 
procedures are incorrect or poorly implemented, it may have a negative impact on the 
outcome of the encounter. 
Procedural justice refers to the procedures that lead to a specific outcome and are an 
important consideration when assessing perceived fairness. Procedural justice has been 
found to be of particular importance in dealing with service recovery (McColl-Kennedy 
& Sparks, 2003). Procedural justice is central in a customer's perceptions of fairness. 
This can be seen in a case where a customer may feel that distributive justice has not 
been experienced. If the procedural justice has been positive then the distributive service 
failure can be disregarded as a one-off occurrence and customer satisfaction can still be 
achieved. Often passengers understand that there are certain procedures put in place by 
management that the service personal may not like or agree with, and they are required to 
conform. This means that although the passengers may dislike the procedures, if the 
manner in which the procedures are carried out is positive, then justice can still be 
achieved. 
Interactional justice refers to individuals' actions and behaviours occurring during the 
procedures process. lnteractional justice can be described as the manner in which the 
service is performed. Elements of this form of justice include; interpersonal sensitivity, 
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treating people with dignity and respect, or providing explanations for events that may 
have occurred (McColl-Kennedy & Sparks, 2003). In a case if the distributive and 
procedural justice is performed correctly and the interactional experience is a negative 
one (caused by rudeness or impolite personnel) it can lead to service failure (service 
failures are discussed below in section 2.3). In a case where a passenger has chosen to use 
a more expensive airline and the staff have carried out all the procedures correctly, but 
the staff were rude or made the passenger feel uncomfortable, the passenger may still feel 
unsatisfied, meaning that interactional justice has not been achieved. The justice theory 
works with the idea that the customer's level of satisfaction and their future loyalty 
depend upon whether the customer's felt they were treated fairly, that is, whether justice 
was done (McColl-Kennedy & Sparks, 2003). 
McColl-Kennedy & Sparks, (2003) also address the emotions of the customer during 
service failure and recovery, through the justice theory. Service encounters, particularly 
negative ones, are thought to stimulate certain emotions, which may have an effect on a 
customer's behaviour. If the customer thinks that the perceived justice and equity is not 
attained then they may experience negative emotions toward the company. These 
emotions have an impact on service recovery as now, not only do the service staff have 
the responsibility of rectifying the service failure but also need to repair the damage done 
to the customer's emotions. Although studies were conducted on the justice theory, no 
specific literature has been found on the application of the justice theory in the airline 
industry. 
A customer's perception of fairness has a significant impact on the effectiveness of 
service recovery. Even if one of the three dimensions in the justice theory is not carried 
out correctly, satisfaction can still be achieved as long as the other dimensions are done 
correctly (McColl-Kennedy & Sparks, 2003). Armistead's dimensions of service are 
explored next. If these dimensions of service are carried out effectively, then service 
providers have a better chance of achieving customer satisfaction. 
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2.2.2 Armistead's Dimensions of Service 
Armistead, (1989)presents a definition of customer service based on six different 
dimensions. These dimensions of customer service can be categorised into two groups -
firm and soft. The firm dimensions of service include; 
• Flexibility 
• fault-freeness 
• framework of time 
The soft dimensions of service include; 
• Style 
• Steering 
• Safety 
The flexibility of service refers to the flexibility of both the staff providing the service and 
also the flexibility of the procedures to accommodate and personalise an experience for 
any particular customer. For example, business class snacks may be pretzels whereas 
economy class snacks may be peanuts. If a passenger does not like peanuts, the staff may 
offer the passenger pretzels instead. Although this may not be the normal procedure, staff 
have accommodated the passenger and may have potentially avoided a service failure. 
Fault-freeness refers to the correctness of the information given and also the physical 
aspects of the service bundle. If the service staff announces that the meals will be served 
in 10 minutes but they do not arrive for another half an hour, this is a fault in 
communication and can lead to a potential failure. 
The framework of time covers all issues involving time such as service availability, 
responsiveness, and also queue and process time. Time is especially important in the 
airline industry as everything is run on a relatively tight schedule. The timeliness of a 
service encounter starts at the beginning of a passenger's journey at the check in desk and 
can continue through to the timing of the meals or the wait to disembark. The entire 
process should be planned and executed in an orderly and timely manner. Not only does 
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this make it easy for airline passengers, but it also makes the company look more 
professional. 
Style covers both the physical style and ambience of a venue, and also the attitudes of the 
staff involved. This can be the style of the airline which can be created or enhanced by 
the physical fixtures and more importantly the style and attitude of the staff. If the airline 
company was aiming to create a relaxed, family friendly environment, then the interior 
may be more brightly coloured, with more family orientated facilities and the staff may 
be more friendly and relaxed. In contrast an airline hoping to cater for more business 
clientele, who would have a more serious and professional decor, with polite and 
professional staff. 
In this context, steering refers to letting the customer feel important and in control, but 
allows staff to maintain ultimate control. Armistead's final dimension of service is safety. 
Safety is a major focus and concern for any airline today, especially since the events of 
September 11. If passenger satisfaction is to be achieved they need to feel safe and 
comfortable. Also, the safety of the cabin crew is of upmost importance. It is their 
responsibility to provide a high quality level if service in a safe and appropriate manner. 
In this case safety not only refers to the safety and security of the customers but also the 
trust and confidence that a customer has in the staff and the company. 
It is important to understand Armistead's dimensions of service as they provide an insight 
to how customers judge service and also how they perceive service quality. These 
dimensions are especially important to the airline industry more specifically for the in-
flight service staff. Airline passengers need to feel safe but in control and their needs 
must to be met in a timely manner with some kind of style (such as professionalism). If 
the dimensions of service are successfully carried out, then customer satisfaction can be 
achieved. Next, Davidoff, (1994) equation to achieve customer satisfaction is explored. 
2.2.3 Davidojf's laws of service 
Davidoff, (1994) incorporates three laws of service in creating satisfied customers by 
means of meeting and exceeding customer expectations. His first law of service is that 
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"satisfaction equals perception minus expectation (S=P-E)". Davidoff recognises the fact 
that companies often make the mistake of judging performance on what the customer 
should think not what they actually think. Thus, if the customer perceives that the level of 
service meets or exceeds their expectations than they will be satisfied. However, if the 
standard of service was good (as measured by the company) but it did not meet the 
expected level of service on the customer's behalf, then the customer will be dissatisfied. 
These customers' expectations can be broken down into seven basic categories: 
accessibility, courtesy, personal attention, empathy, job knowledge, consistency and 
teamwork. Davidoff goes on to explain what he calls the seven deadly sins which are the 
common mistakes that service providers make. These sins include; leave someone 
expecting a reply, argue with a customer, present a dirty and unprofessional look, give 
conflicting or incorrect information, argue with a fellow worker in front of a customer, 
imply that a customer's needs are unimportant or trivial and pass the buck. These "sins" 
are applicable in most industries that provide a service today (Davidoff, 1994). This is 
also the case for the airline industry. 
Davidoff's second law of service is that first impressions are the most important as they 
have the greatest impact on the customer. This implies that as long as the customer is 
pleased with the initial encounter with service staff, then a halo effect will be created. 
This means that a good initial experience that gives the company more credibility in the 
customer's eyes and makes the customer more forgiving in the event of a service failure. 
Davidoff's second law of service suggests this is particularly true if rapport is built early 
in a service encounter. 
The third law of service states that a service-orientated attitude alone will not assure good 
service. A company may have great service staff, but if the facilities and infrastructure 
are inadequate or are unable to meet both the company and the customer's needs, then it 
will still result in dissatisfaction. Even if an airline's cabin crew staff are spectacular, if 
they do not have the equipment or facilities they need, then the encounter may still lead 
to dissatisfaction. This law reiterates that even if the attitudes of the service staff are 
good, if the customers feel that justice has not been attained satisfaction may not be 
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achieved. The interpretational and/or application of service will not be the same for 
everyone. Culture has an impact on these interpretations and applications as well. 
2.2.4 Culture 
Hofstede (1994, p 4) defines culture as the "collective programming of the mind which 
distinguishes the members of one group or category of people from those of another". A 
number of studies examined the influence of culture on service. Hofstede, ( 1994) 
separated culture into five dimensions: power distance, uncertainty avoidance, 
individualism, masculinity and femininity, and the Confucian dynamic (long-term versus 
short-term orientation). Hopkins, Hopkins, & Hoffman, (2005) recognise these 
dimensions, but add social identity theory. The social identity theory demonstrates how 
salient identity cues, such as physiognomy (determining the personal characteristics of 
someone by their physical appearance), linguistic and behavioural differences, are likely 
to influence a customer's expectations during initial and subsequent encounters between 
domestic customers and culturally distant service providers (Hopkins, Hopkins, & 
Hoffman, 2005). It is important to both consider and understand these cultural 
dimensions and theories when dealing with customers from different cultural 
backgrounds. Airline personnel can use these cultural differences to their advantage. By 
considering culture (and catering for people from different cultures, where appropriate 
and possible), airline personnel can provide personalised service, which aids in creating a 
memorable experience for the customer. 
It is important to address and understand the critical aspects of service so that quality 
service can be provided. As established in this section, quality service is an effective way 
of differentiating one business from another. In order for a customer or airline passenger 
to feel satisfied they must feel that justice ( procedural, interactional and distributive) was 
achieved, their expectations were not only met but exceeded, the dimensions of service 
both firm and soft were met and also that their culture is acknowledged and catered for. 
In the case where any of the above critical aspects are neglected then satisfaction is 
generally not achieved and a service failure has occurred. A discussion of service 
failures, their causes and outcomes follows. 
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2.3 Service Failure 
2.3.1 Definition 
Service failures generally occur when the service provider has broken a promise to a 
customer or the customer's expectations are not met (Levesque & Gordon, 2000). Service 
failures can also be an action which inconveniences a customer or makes the customer 
feel unsatisfied. An example from the airline industry would be in the case where a 
passenger requests a specific meal prior to booking the ticket. The passenger believes that 
everything is organised, however when meals are served, the passenger finds that their 
meal has been given to someone else and there is no replacement or alternative. The 
airline industry is quite susceptible to service failures as there are so many factors beyond 
the airline's control that may inconvenience a customer. For the purpose of this study, a 
service failure will be any act which inconveniences a passenger, in or outside of the 
airline's control. Service failures will not be restricted to in-flight. The possible causes 
and outcomes are developed below. 
2.3.2 Causes 
Service failures are inevitable and can oc;cur in both the process and the outcome of 
service delivery. Bell & Zemke, (1987) view breakdowns as having at least two distinct 
levels. Level one is labelled "annoyance" - the minor feeling of irritation we get when 
experience falls slightly short of what we hoped for. The second level is labelled 
"victimisation" - a major feeling of anger, frustration, or pain (Bell & Zemke, 1987). 
Common examples of failures within the airline industry include: delayed flights, limited 
choice in meals, full flights, facilities out of order and perceived rudeness of cabin staff 
(Bamford & Xystouri, 2005). Often it may not be the cabin crew that cause the failure 
(such as bad weather or a slow check in process); however it is their responsibility to 
perform service recovery in order to create a positive and memorable experience for the 
customer. Previous research shows that when customers make a complaint about goods 
or services and the complaint is satisfactorily resolved, 75% of the customers will buy the 
same brand again. However, where the complaint is not resolved, less than half will buy 
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the same brand again (Bamford & Xystouri, 2005). Customers spend the majority of their 
journey with an airline in-flight; hence it is the in-flight experience passengers often 
remember. Airline service failures were addressed by previous researchers (Bamford & 
Xystouri, 2005; Edvardsson, 1992; Sultan & Jr, 2000) however no in-depth study of 
service failures from a customer perspective could be found. This research will 
potentially assist airline management as it will identify the actual service failures being 
experienced by customers. 
2.3.3 ()utco111es 
Previous research suggests that failures perceived by customers as controllable by the 
organisation and/or stable over time (i.e., recurring) are generally judged more harshly by 
consumers than uncontrollable and/or unstable failures (Kelley, Hoffman, & Davis, 
1993). A study by Widmier & Jr, (2002), found that 23% of service encounters which 
ended with the customers leaving satisfied occurred when there was a service failure in 
the core service delivery which was generally unintentional. This is a notable statistic 
because the satisfactory service encounter actually began with an unsatisfactory outcome, 
a service failure. Satisfaction can still be achieved as long as service recovery is 
attempted and the employees respond to failure with the right attitude. 
The outcome of the service failure depends on the type and scale of the particular failure. 
Bitner, Booms, & Tetreault, (I 990) categorised service failures according to employee 
behaviours when failures occur, requests for customised service, and unexpected 
employee actions. Possible outcomes or consequences of service failures include: 
customer dissatisfaction, a decline in customer confidence, negative word of mouth 
behaviour, loss of revenue and increased costs and also a decrease in employee morale 
and performance (Lewis & McCann, 2004). 
Another potential and significant outcome of a service failure is customers switching 
service providers or customer defection. Service failures have a negative impact on a 
customer's trust and commitment to a company (Bejou, 1998).This is significant, as it has 
been established that customer retention is becoming an important strategy within many 
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service organisations today. As most people do not fly every day, choosing an airline can 
be a major decision. As it is such a big decision, and the costs are significant, 
expectations of the airline are often higher than in other industries. As these expectations 
are higher, the effect of the failure may be dramatically escalated. The negative impact of 
a failure can be devastating to any airline as passengers may be reluctant to use that 
airline again. Also in the event of a failure, passengers may feel that justice or equity has 
not been achieved. 
This study will identify what service failures passengers actually encounter, identify the 
cause of the failures, if service recovery was attempted and the possible outcomes if the 
failure was not successfully resolved. 
2.4 Service Recovery 
2.4. 1 What is it? 
Service recovery can be defined as a process of returning aggrieved customers to a state 
of satisfaction with the organisation after a service or product has failed to live up to 
expectations (Boshoff & Leong, 1998). When airline passengers come across a failure, 
the service recovery is the act to rectify the problem. For example, if a passenger has 
been given a set of headphones which do not work, an attempted recovery may be a 
sincere apology, a new set of headphones and possibly some form of compensation for 
the inconvenience depending on the seriousness of the situation. 
Consumer behaviour has a significant impact on the effectiveness of service recovery as 
different consumers have different expectations of the outcome of service recovery. 
Expected outcomes can be shaped by past experiences or known company reputations. 
(Boshoff & Leong, 1998) acknowledge previous literature, which suggests the relative 
importance of service recovery dimensions to the customer's point of view by 
considering three dimensions that could influence customer satisfaction. These include 
taking ownership of the problem (as suggested by the attribution theory discussed in 
section 2.4.2), apologising and acknowledging that there was an inconvenience caused to 
22 
the customer as suggested by the equity theory, and also employee empowerment so that 
complaints are addressed and resolved as quickly as possible. 
As culture has an impact on how service is perceived, it too will affect how customers 
will react to an attempted service recovery. The impact which culture has on service 
recovery is often overlooked. When investigating service recovery it is important to 
remember culture as a moderating variable and also an influencing factor as it explains 
why many consumers act and react the way that they do. Although this study does not 
focus on the impact that culture has on the perception of service, it will be interesting to 
see if any relationships become evident. Any relationships that emerge will contribute to 
already existing literature. 
During service failures customers blame others for unsatisfactory experiences with 
products or services. Service recovery (implemented and carried out correctly) has the 
potential to rectify a service failure. There is always the possibility that the customer may 
not leave 100% satisfied, however, if the recovery attempt is successful, the customer is 
more likely to be forgiving and leave satisfied, possibly returning as a loyal customer. 
The ultimate outcome of a successful service recovery attempt is a satisfied and 
maintained customer. Boshoff, (2005) developed a tool for measuring customer 
satisfaction with an attempted service recovery. RECOVSAT (standing for RECovery 
SATisfaction) assessed the psychometric properties that capture the multi-dimensional 
nature of satisfaction with service recovery. RECOVSAT is separated into 6 different 
dimensions. These dimensions include communication, empowerment, feedback, 
atonement, explanation and tangibles. It was through these dimensions that Boshoff 
tested the customer's levels of satisfaction. The authors cited below have empirically 
tested the dimensions of RECOVSA T and assisted in the development of each 
dimension. 
2.4.2 Attribution 
Attribution theory suggests that the perceived cause of the failure will influence the 
unsatisfied consumer's response to the failure. Folkes (1988, cited in Boshoff and Leong, 
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1998) found that product failures are influenced by perceptions of stability, locus of 
attribution and controllability. These influences may contribute to the perception of 
service quality and also the influence on satisfaction. Customers can be forgiving when 
service failures occur, as long as they are treated fairly and justice is achieved and the 
correct recovery strategies are attempted. Customers are able to separate situational 
factors from individual factors when evaluating service staff. In these situations, 
customer satisfaction with service staff is not influenced by factors beyond the service 
staff's control. Attribution is one of the first steps in an effective service recovery 
attempt. One of the next possible steps is apology. Apology should be one of the first 
steps toward regaining equity. Boshoff & Leong, (1998) explored the effectiveness of 
using employee empowerment, attribution and apology together as a recovery technique. 
The study was interesting as it addressed which of the combined methods of service 
recovery were most effective. It is important to measure the effectiveness of each 
dimension on its own in order to properly understand how each dimension of recovery 
works. 
2.4.3 Apology 
Equity theory proposes that true equity is attained only when the ratio of outcomes to 
inputs is equal for both parties (Boshoff & Leong, 1998).When service failures occur, an 
apology by the company should be one of the first steps in recognising that the customer 
has been inconvenienced. Service recovery should be used to rectify the failure or regain 
equity. A first personal apology rather than a corporate apology acknowledges that a 
failure has occurred (Johnston & Fern, 1999). 
Apologies can be carried out in several different ways, such as in a letter, on the phone, 
through an email or in person. Each method of apology has its strengths and weaknesses 
ranging from cost effectiveness through to speed, to how personal the apology is. 
Understanding the influence of apologies on a consumer is vital for any organisation. The 
difficulty in apologising is choosing which method of delivery is best. When an apology 
is given by email it is fast and cost effective, however, it may be impersonal and thus, 
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less effective. A personal apology is more affective depending on the circumstance but it 
may not be possible to perform. 
An apology is an effective way to rebuild rapport which will assist in the attempted 
recovery. While any apology is better than no apology, an apology alone is relatively 
ineffective when a customer encounters a service failure. Customers expect to gain 
(either compensation or assistance) from their loss (service failure) (Levesque & Gordon, 
2000). The next step is to offer the customer assistance. 
2.4.4 Assistance 
Offering assistance suggests that an action should be undertaken by staff to rectify the 
problem. One of the roles of service recovery is to bring the customers back to the level 
of services they initially expected. With this in mind, assistance could possibly be the 
most effective single recovery strategy as it brings the customer back to the original 
purpose of purchasing the service (McDougall & Levesque, 1999). Providing assistance 
can have a positive effect on service recovery, but if assistance is not offered almost 
immediately, it could lose its effectiveness. Therefore for assistance to be a successful 
recovery technique it is vital to have satisfied and empowered staff within the 
organisation who can quickly offer the assistance required. 
2.4.5 Employee satisfaction 
The ability to deal with customer problems effectively is closely related to employee 
satisfaction and loyalty. As service recovery cannot be attempted without the personnel it 
is important to have satisfied and capable employees attempt it. As frontline staff are 
normally the first port of call for a dissatisfied customer, the most effective service 
recoveries are those solved immediately by the front line staff (Boshoff & Allen, 2000). 
Hart, Heskett, & Sasser, (1990) identifies a number of factors that are considered 
important in employee satisfaction. These include: satisfaction with the job itself, 
training, pay, advancement fairness, treatment with respect and dignity, teamwork, the 
company's' interest in employee's well-being, and the service workers perceptions of 
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their abilities to meet customer needs (Bamford & Xystouri, 2005;Hart, Heskett, & 
Sasser, 1990). As shown in prior literature (Hart, Heskett, & Sasser, 1990) service quality 
can be measured through different categories; tangibles, responsiveness, reliability, 
assurance, empathy and recovery. Hart, Heskett, & Sasser, (1990) suggest specific 
practices that improve service recovery effectiveness. These practices include employee 
hiring, training and empowerment, and establishing service recovery guidelines and 
standards. When examining relationships between service recovery and organisational 
profitability, the service profit chain can be used. This argues that profit is derived from 
loyal customers, who result from satisfied customers, which are gained and retained by 
loyal and satisfied employees. Airline employees, particularly cabin crew are vital, as 
they are the first to recognise an unsatisfied customer and should be the first to attempt 
service recovery. 
2.4.6 Empowerment 
As humans produce and provide services, standards will vary and service errors are 
almost guaranteed to occur. Employee empowerment is an effective strategy of service 
recovery to rectify service failures. Many theorists recognise that the best way to recover 
from service failures is to empower front-line service workers to identify and solve 
problem (Jong & Ruyter, 2004). In service recovery, the employee's ability to adapt to 
the specific problem situation is particularly important (Boshoff & Leong, 1998). 
Unprompted and unsolicited employee actions cause 55% of all reported highly positive 
customer experiences with the service delivery in general (Jong & Ruyter, 2004). The 
goal of empowerment is that empowered employees can confidently and capably address 
unique problems as they occur. There are two essential dimensions of empowerment that 
are important to any organisation: the personal and the organisational. The personal 
dimension relates to the enrichment of employees by providing them with the appropriate 
knowledge and skills to deal with any situation that may arise. The organisational 
environment refers to the creation of a positive working environment for the staff by 
removing barriers and encouraging employees to use their initiative (Kandampully, 
2002). 
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Boshoff, (1997) suggests that organisational theorists such as Fornell & Westbrook 
(1987) have long argued that the active participation of staff in problem solving is 
beneficial to all concerned. In too many organisations managements design and 
implement the service recovery strategy and frontline employees simply carry it out. This 
can mean that the effectiveness of the strategy may be minimised due to lack of 
commitment and also a lack of understanding. Also, in many cases the management's 
design may not be entirely appropriate to that particular scenario, thus again losing 
effectiveness. 
By including employees in the development of recovery strategies then not only will staff 
be more enthused about the carrying out of the strategy but also assist in making it more 
suitable for that particular company. It has been found that if employees have a sense of 
responsibility, they aim to enhance the customer's experience and achieve customer 
satisfaction (Dunham, 2006). 
Benefits of empowering staff in a recovery technique include cost effectiveness, and 
minimising effects of service failures through speedy action to resolve the failure. They 
may also reduce the pressure placed on the frontline employees to follow strict recovery 
procedures. 
Empowerment can be segmented into four levels. The lowest level is the production-line 
approach where employees have no empowerment. The next level includes some 
employee involvement, which allows employees to offer suggestions through formal 
channels, although the decision-making still remains with the management. The third 
level of empowerment includes job involvement, which allows employees a great deal of 
freedom when it comes to their day-to-day activities but does not affect higher level 
decision-making. The highest level of empowerment termed high involvement, gives 
employees power to solve problems leading to a sense of responsibility for the entire 
firm's performance (Boshoff & Leong, 1998). In the airline industry, the in-flight service 
providers work in teams. These teams are empowered to deal with problems as they 
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occur. When airline management assign different members to these teams, they consider 
the crew's different experience, and create the team accordingly. 
Boshoff & Leong, (1998) found that the 'optimal' service recovery scenario was full 
empowerment, acceptance of blame by the firm followed by a personal apology. The 
worst-case scenario discovered was one of no employee empowerment, together with a 
written apology addressing the inconvenience, but no acceptance of any blame. Boshoff 
& Leong, (1998) study concluded that pre-service failure perceptions and attitudes had no 
influence on satisfaction and suggested that the service recovery is situation specific. 
They also found was that the three dimensions of service recovery were not equally 
weighted. As these findings related to banking, it would be interesting to investigate 
whether the outcomes would be similar or conflicting when applied to the airline 
industry. 
Rapport is the relationship built between the service provider and the customer. Positive 
rapport can be used in conjunction with other service recovery techniques. The benefit of 
building rapport and using rapport as a service recovery technique is discussed below. 
2.4. 7 The role of rapport in service recovery strategies 
It is now recognised that it is more profitable for an organisation to retain loyal customers 
than it is to obtain new ones. A study by Keaveney (1995, cited in DeWitt & Brady, 
2003), indicates that service failures and failed recoveries are the leading cause of 
customer switching behaviour changing to a different company in service organisations. 
Two components of rapport (enjoyable interaction and personal connection) are 
perceived by both customers and employees as being an important aspect in developing a 
relationship in a service scenario (DeWitt & Brady, 2003). Rapport has been positively 
linked to satisfaction, loyalty and positive word of mouth. It is vital for organisations to 
manage rapport effectively. If rapport is not built, then it could have severe negative 
impacts on an organisation. 
Rapport not only assists in creating a loyal and satisfied customer, it can also be used to 
widen the gap in a service failure between customer's prior expectations and 
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organisational performance. Rapport building between airline passengers and the cabin 
crew is especially important for any airline. If a relationship is built up early in the flight, 
the passenger often feels more at ease with the cabin personnel. This is important as not 
only may it make any potential service recovery attempts more successful (as passengers 
have established a relationship with the cabin crew), it assists in creating a more 
personalised experience for the passenger. Extensive studies (DeWitt & Brady, 2003; 
Gremler, Gwinner, & Brown, 2001) investigated the role that rapport plays on customer 
satisfaction and retention. However, no literature could be found which specifically 
looked at the role rapport played in the relationship between cabin crew staff and airline 
passengers. 
Building rapport with customers early on in a relationship assists in minimising the 
impact of a service failure and also assists the recovery process in the case of a service 
failure. Rapport itself is not a service recovery technique; rather it is a tool to aid other 
recovery techniques. Like rapport, timeliness is not a recovery technique per se. Time 
cannot rectify a service failure or make it worse however, if time is used with other 
recovery techniques then it can enhance its effectiveness. 
2.4.8 Time 
An important thing to remember when attempting service recovery is the issue of time. 
"An urgent reinstatement [of service] is the speed of the action coupled with a 'gallant 
attempt' to put things right even if it is not possible to correct the situation" (Johnston & 
Fem, 1999, p 71 ). If the recovery process does not take place in a timely manner, then 
even though service recovery strategies may/were carried out effectively, the customer 
may still leave unsatisfied due to the time it took to recover the failure. A number of 
authors have investigated the effect that time has on the outcome of service recovery and 
found that the longer the customers have to wait for service recovery the angrier or more 
disappointed the customer may become with the situation and may also cause an 
escalation of the original problem (Boshoff, 1997; Johnston & Fem, 1999). 
Time is a more effective recovery technique when it is used with other dimensions or 
techniques, for example with apology or compensation (Boshoff, 1997). If recognised 
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and acted upon relatively quickly, the customers tend to be more forgiving and are more 
receptive to other recovery techniques. However, if the customer feels that it has taken 
the company too long to respond to their complaint, they may be less receptive to other 
types of recovery. For example, if a passenger asks for a beverage and the cabin crew 
member forgets and serves someone else, the customer may be disgruntled. If the staff 
member realises their mistake and rectifies the problem and gives the passenger their 
beverage with a sincere apology then all can be forgiven. However, if the cabin crew 
realise the mistake and do not try to rectify it quickly, the problem can escalate and what 
could have been solved with an apology, will now have to be dealt with in other ways, 
possibly more costly to the airline. In understanding how time impacts service recovery, 
customer compensation can be explored. 
2.4.9 Compensation 
Compensation can involve (although is not restricted to) monetary payments for the 
inconvenience the customer has experienced as a result of the service failure. 
Compensation is an effective method of service recovery; however it is more effective 
when used in conjunction with other service recovery methods. (McDougall & Levesque, 
1999) In terms of gain and loss, increasing the compensation given should lead to greater 
customer satisfaction as the company has recognised that the customer has been 
inconvenienced and is trying to compensate them accordingly. However in saying this, 
companies need to act with caution, because if the customer is over-compensated they 
may leave unsatisfied as they may feel "bought off' and their problem or failure may not 
have been resolved. Thus, when a failure occurs, a correct amount of compensation will 
assist in creating a satisfied customer. The satisfaction of the company's employees also 
affects the success of service recovery. Employee satisfaction and the role they have on 
customer satisfaction are discussed below. 
2.4.10 Communication 
Communication is one of the most effective and vital methods of service recovery. 
Boshoff, (2005) included communication as one of his dimensions of RECOVSA T. He 
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describes it as the extent to which the service firms' employees communicated clearly, 
asked questions to clarify the situation, were understanding, and were reliable and honest 
in their endeavours to solve the problem (Boshoff, 2005). The benefits of communicating 
with your customers are overwhelming. This can be seen by looking at Singapore 
Airlines philosophy, where they state that communications excellence is vital (Inflight 
philosophy, 1995). Customers need to be kept informed in the event of a service failure. 
This is especially true in the airline industry. Airline passengers need to be kept informed 
not only to achieve satisfaction but also to ensure that they do not get worked up and 
become a hazard to the service crew or their fellow passengers. Communication is vital 
not only between passenger and cabin crew but also between cabin crew members. All 
service staff members need to be aware of problems and if there is a solution what is 
being done about it (Johnston & Fem, 1999). If a company contacts the customer 
involved in the failure to ensure that everything is resolved and the customer is happy, it 
generally makes the customer feel important and leads to satisfaction (Johnston & Fem, 
1999). 
The most desirable outcome of a successful recovery attempt is that the passenger leaves 
the airline satisfied, even after experiencing a service failure. Often a minor failure can 
work to the airlines advantage as it gives the cabin crew the opportunity to showcase their 
recovery skills and make the passenger feel not only comfortable and satisfied but also 
appreciated. Hopefully, after a positive experience with the airline the passenger will use 
them again in the future, or at the very least tell their friends about the experience. 
Although a successful outcome or an attempted recovery is desirable, however, it may 
not always occur as often an attempted recovery will be unsuccessful. An unsuccessful 
recovery attempt can have damaging effects on any business. In some cases, the customer 
may leave more aggravated, as they may feel that their time has been wasted and no 
resolution or solution was found. This may cause them to change service providers and 
create negative word of mouth. It is important for any company to listen to their 
customers and recognise when a service failure has occurred. If/when this does occur 
staff should be equipped with the skills and power to resolve the problem quickly and 
effectively. If this is done successfully, customers will remain satisfied and hopefully 
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return to utilise the business and its services, creating a more profitable and successful 
business. 
2.5 Research Focus 
The review of the literature revealed that there is very limited literature on service 
recovery specifically related to the airline industry. Interestingly, there were few studies 
that had conducted empirical testings of any kind of recovery satisfaction measurement 
tools. This is an interesting area to research, as there are so many variables that could 
possibly hinder the effectiveness of an attempted service recovery in-flight. Also, it 
would be beneficial to investigate what having a captive audience due to limited space, 
limited on-board resources, limited time and also limited choice of airlines, etc., would 
have on the effectiveness and methods of service recovery. 
The existing body of literature also looks at service recovery from a company's 
perspective. Traditionally service recovery has been looked at as a process and thus only 
the satisfaction with the process itself has been tested. A gap in the literature has been 
identified which shows how effective different recovery strategies or processes are 
especially from a customer's point of view. Interestingly no research has been conducted 
to find what passengers actually want from service recovery and also how they wish the 
process to be carried out. The relevant literature relating to service assisted in shaping 
this. Also the literature enhanced the understanding of service and related topics. This 
study recognises the different types of service breakdowns; the attempted recovery 
techniques and also the success of the techniques (see Figure 2.1 ). 
2.6 Summary 
Quality service is vital to the airline industry as it is an excellent way to differentiate 
airlines from one another. As service is produced by humans, errors and failures are 
inevitable. Although failures do occur it does not mean that the outcomes will be 
negative. If a successful recovery is achieved, the passenger may actually leave more 
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satisfied than if they had not experienced the failure at all. This chapter identified the 
critical aspects of service, service failures, and possible service recovery techniques. 
From the available literature we can see that some research has explored service failures 
and some has suggested service recovery techniques. However, no literature was found 
that focuses on in-flight service failures and recoveries. Therefore, it is recognised that 
research must be conducted to investigate what failures are being experienced by airline 
passengers and what is being done to rectify these problems or failures. Past research 
looking at service failures and recoveries were conducted from a management's 
perspective. It is necessary to explore these events from a customer's perspective. This is 
beneficial, as an understanding of what customers actually want, can help management to 
implement better systems for passengers. This study adopted a mixed methodology which 
is explained and justified in the next chapter. 
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Chapter Three: 
It's meal time -
Chicken or Fish? 
The adopted methodology for this 
project 
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3 Methodology 
This chapter explains the methodology adopted for this research project. The 
conceptual/theoretical model, the research design, the methodology both quantitative and 
qualitative and the sample will be discussed. 
3 .1 Conceptual I Theoretical framework 
This study explored four different aspects of service. The addressed areas included cabin-
crew service, service failures, attempted service recovery and finally the success of the 
attempted recovery, measured by the passenger's satisfaction levels. To reiterate, this 
study looked at cabin-crew service quality and service recovery from a customer's point 
of view as opposed to an organisational point of view. These four areas of service were 
explored in order to gain an understanding of what airline passengers actually want and 
expect as opposed to what the airlines think they want and also what they actually 
receive. These customer expectations may were shaped from their own past experiences. 
Figure 3.1 has been developed to illustrate the potential outcomes of a passenger- airline 
personnel interaction. The initial service encounter (1) can be divided into 2 groups; 
Satisfied customers (2) and unsatisfied customers (3). Satisfied customers may continue 
to use the service carrier which could possibly lead on to becoming a loyal customer (4). 
Alternatively, the customer may leave satisfied but may choose to try another carrier in 
future. Unsatisfied customers can be divided into two groups; customers who complain 
(6) and customers who do not (7). Customers who do not complain generally leave 
unsatisfied as the failure generally goes unrecognised. This type of customer can be fatal 
to an organisation (discussed in chapter 2). However, customers that do complain have 
two possible outcomes; attempted service recovery or alternatively, no recovery is 
attempted. In those instances where nothing is done, the customer leaves unsatisfied 
(having a similar affect to customers who do not complain). If service recovery is 
attempted then customers can be again divided into a further two groups; customers who 
experience successful recovery attempts and those that experience an unsuccessful 
recovery attempt. Unsuccessful recovery attempts generally lead to the customer leaving 
unsatisfied and does not encourage repeat patronage. Those customers who do leave 
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satisfied could either leave satisfied but chose not to use that airline again, for whatever 
reason, or continue to use that airline and become a loyal customer. This is illustrated 
below (Figure 3.1 ). 
Good experience, 
customer may 
continue to use 
carrier 4 
Customer leaves 
satisfied and use 
the airline again 
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Figure 3.1 - The service encounter 
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Figure 3.2 has been created from the literature to show the possible service recovery 
outcomes. The first step in the service recovery process is to recognise that there has been 
a service failure (I). The next step is to recognise the type of service failure and decide on 
what recovery techniques are to be utilised (recovery techniques discussed in section 2.4). 
Recovery strategies are then carried out (3). At this stage one of two things can happen. 
The customer may feel that the recovery attempt was successful and may continue to use 
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that carrier or they may feel that the attempt was unsuccessful and leave unsatisfied, 
discontinuing patronage. 
Recognise that there is a service 
failure 
Recognise the type of 
failure and decide on 
recovery strategies 
2 
Imple1:rent and carry out 
Service recovery 
strategies 3 
Recovery attempts 
are successful 
Recovery Attempts 
are not successful 
4 5 
Custo1:rer leaves 
satisfied and may con-
tinue to use the airline 
6 
Custo1:rer Leaves unsat-
isfied and does not use 
that airline again 
7 
Figure 3.2 - Refined Theoretical Framework from an organisational perspective 
3.2 Research design 
The purpose of the study, the resources available and the skills of the researcher must be 
considered when deciding upon a research design. With these considerations in mind, 
both primary and secondary data were collected and analysed. Primary data was obtained 
from questionnaires and interviews and secondary data obtained from statistics available 
in the public realm. These statistics were obtained from consumer forums and online 
companies who rate different airlines on quality and related issues, such as Skytrax. 
These statistics not only assisted in understanding the already recognised areas of service 
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failure but it also assisted in shaping the questionnaire. The questionnaire was designed to 
incorporate issues raised from the secondary data analysis to investigate their validity and 
appropriateness to today's airline passengers. The chosen methods of data collection are 
justified below. 
3.3 Mixed Methodology 
Quantitative methods focus attention on measurements of the characteristics displayed by 
the people and events that the researcher studies. In contrast, qualitative methods involve 
a researcher describing characteristics of people and events without comparing events in 
terms of measurements or amounts (Murray-Thomas, 2003). In order to utilise the 
strengths of both methods of data collection, a mixed methodology has been adopted. By 
adopting a mixed methodology, issues relating to service and service recovery within the 
airline industry can be explored. Also a mixed methodology enables the researcher to 
investigate different respondents' feelings about the service and service recovery they 
may or may not have received. So, the questionnaires (quantitative research method) 
were used to determine possible focal points whereas the interviews (qualitative research 
method) were used to clarify and explore any interesting or conflicting findings. The 
interview questions or interview guide were constructed from the questionnaire, to 
explore the common or conflicting answers from the questionnaires (refer to Appendix 2 
for questionnaire and interview guide). 
This study targeted an individual unit of analysis and was cross-sectional (meaning that 
the data was collected just once, i.e., no follow up data was collected). The current 
research is an exploratory study, as it explores and service recovery in the airline 
industry. Although studies were on service recovery in the past, no documentation of the 
success of attempted in-flight service recovery could be found. This study aimed to 
explore which, recovery strategies actually work, if any, from a customer's perspective. 
This study may also showcase the importance of service recovery in the airline industry, 
particularly for in-flight recovery. 
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3.4 Quantitative Research 
Quantitative research can be the systematic and possibly scientific investigation of the 
properties and phenomena and their relationships if any (Neuman, 2006). "Quantitative 
methodology is based mainly on the collection and analysis of statistical data, and hence 
tends to obtain a limited amount of information on a large number of respondents or 
observations; if strategically significant, these results can be then extrapolated to the 
wider population of the subject matter" (Jennings, 2001 ). Quantitative research is often 
useful in finding out the "what" of any particular question. The "what" may represent the 
answer to a proposed problem or state what the expected outcomes may be (Coffey & 
Atkinson, 1996). For this study, quantitative research was conducted through the 
distribution of questionnaires. Research conducted via surveys or questionnaires is 
valuable as they are able to gather information on the backgrounds, behaviours, beliefs or 
attitudes of a large number of people in a relatively short time frame (Neuman, 2006). In 
this case the questionnaire explored the different respondent's past airline experiences, 
focusing on service failures and attempted recoveries. 
3.4.1 Quantitative data collection and analysis 
Questionnaires are an effective tool for gathering information about the targeted 
respondents. The gathered information can then be summarised and analysed. 
The questionnaires conducted were respondent-completed in order to eliminate 
interviewer bias. Using self-completed questionnaires was beneficial as they required 
minimal administration; they could be distributed widely and completed at a time 
convenient to the respondent. The researcher distributed the questionnaires via email and 
also in person these distribution techniques were chosen as email is a fast and 
inexpensive method to reach a large sample. The questionnaires distributed via email 
were returned to the researcher without delay. By asking people who had been airline 
passengers to complete the questionnaire, the results were guaranteed to be from a 
customer perspective. In order to ensure that the questionnaires were easy to distribute 
and complete, a website set up for administering surveys was used 
(www.surveymonkey.com). 
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The questionnaires included a Likert scale. Initially, a large number of items are 
generated in relation to the topic. Statements using those items are then prepared with a 
five-point response set using, for example strongly agree, agree, undecided, disagree or 
strongly disagree (Jennings, 2001). A statistical analysis program Statistical Package for 
the Social Sciences, version 14.0 (SPSS) was utilised to analyse the findings from the 
questionnaire. Descriptive analysis was adopted as the most appropriate analysis 
technique. Descriptive analysis provided ample information to investigate the research 
question. Also t-tests were used to investigate whether there were any significant 
relationships between service failures, current perceptions of service and the passenger's 
future intentions. Pearson's bivariate correlations were run to explore which variables 
impacted the different areas of service and service failure. 
After the questionnaire was developed a pilot study was conducted. The pilot study 
ensured that the questions were not ambiguous and also tested whether there were any 
issues with interpretation of the questions. The pilot study respondents were from a 
variety of backgrounds (both culturally and linguistically) and from a number of different 
age groups to ensure that the questions were user friendly. 
3.5 Qualitative Research 
Qualitative research involves an in-depth understanding of human behavior and the 
reasons that govern human behavior. Unlike quantitative research, qualitative research 
relies on discovering reasons behind various aspects of behavior. Simply put, it 
investigates the "why" and "how" of decision making, as compared to what, where, and 
when of quantitative research. As qualitative research explores behaviors, smaller and 
more focused samples should be used (Jennings, 2001). 
Qualitative research is effective in finding out the emotions and motives behind issues of 
relevance to the researcher. Also qualitative research methods obtain a more in-depth and 
richer answer compared to quantitative research. This kind of research is designed to 
capture meaning once the researcher becomes immersed in the data. 
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This study adopted a phenomenological approach. Phenomenology uses meaning type 
questions exploring respondents' past experiences. An appropriate sample size for this 
approach is 6 respondents, so the sample for this study exceeds the required minimum 
(Jennings, 2001). For this study, qualitative data were collected through 10 short, semi-
structured interviews. Qualitative data were then analysed by extracting themes from the 
data to present a coherent, consistent picture (Neuman, 2006). 
3.5.1 Qualitative data collection and analysis 
Interviews are a common technique used in qualitative research. For this study all of the 
interviews were conducted face-to-face. An advantage of interviewing is that researchers 
are able to explore the Interviewees' feelings on any specific issue. The interviews 
conducted for this study were semi-structured so that the research questions could be 
answered and non-expected emergent issues could be explored. The interviews took place 
at a time and place convenient to both the interviewer and the interviewee. The 
interviews were digitally recorded with interviewer consent (see Appendix 3 for a sample 
of the consent letter) and transcribed so that thematic analysis was more accurate. Field 
notes were taken noting the Interviewees' body language and their vocal expressions. 
Thematic analysis was then conducted to investigate whether or not there were any 
patterns in the singular answers. Thematic analysis was done manually, grouping together 
the common themes that emerged. This method of analysis can be easily replicated in 
future research projects. 
3.6 Sampling and sample size considerations 
For this study non-probability sampling was used. Non-probability sampling is a sample 
design in which the elements in the population do not have a known predetermined 
chance of being selected as sample subjects (Jennings, 200 I). The sample was a 
convenience sample, with respondents restricted by the criteria of age (respondents must 
be over the age of 18) and previous air-travel experience ( either international or 
domestic). This judgement and selection of the sample was introduced to minimise the 
effects of the limitations of convenience sampling. Convenience sampling generally does 
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not portray an entire community rather a small section of a community. Respondents 
were a mixture of age, gender, nationality, cultural background and also had different 
travel experiences. A varied group of respondents assist in gathering reliable and rich 
data and also ensures that a good cross-section of data is obtained. Clusters are sample 
respondents who are comprised of groups or chunks of elements with intragroup 
heterogeneity and intergroup homogeneity(Murray-Thomas, 2003). For the 
questionnaires, a minimum of I 00 usable responses were needed to run the appropriate 
statistical analysis. A total of 190 useable responses were collected. 
3.7 Summary 
This research has adopted a mixed methodological approach so that the strengths of both 
types of data collection could be utilised. The quantitative component of this study aimed 
to investigate the failures occurring in-flight, the service recoveries being attempted and 
also how satisfied the passengers were at the end of their journey with the airline. The 
qualitative component of the study explored the Interviewees' feelings and motivations 
behind their actions. By using both types of data collection depth and meaning could be 
added to what was found. This research project used questionnaires to answer the 
research questions and used semi-structured interviews to add meaning and depth to the 
study. The results from both the questionnaire and the survey follow. 
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Chapter Four: 
How was your meal? 
Results from the Quantitative Data 
Collection 
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4 Quantitative Results 
4.1 Quantitative Results 
This chapter discusses the findings from the quantitative data collected. The descriptive 
analysis is examined, followed by Pearson's bivariate correlations to identify any trends 
amongst the sample relative to the identified variables. Finally the results of the T-tests 
are explored. 
The purpose of the questionnaire was to answer the research questions under the title: 
"In-flight service recovery: what's been tried, what actually works? 
This study was broken down into three main sections to make the data more manageable. 
These sections address: 
• What are the most common service breakdowns or failures occurring 
in-flight? 
• What are the attempted recovery techniques being attempted? 
• Which of these techniques, is any were the most successful? 
The first section of this study explored service breakdowns or failures. In order to 
effectively answer this research question, three objectives or sub-questions were 
developed. These questions investigated the most common failures that were occurring 
in-flight, which failures had the biggest impact on customer satisfaction, and also who 
was responsible for the failure. 
The second section looked at what recovery techniques were being attempted. This 
section addressed what sort of recovery was being attempted, who was attempting the 
recovery and it also sought to find the attitude of the person attempting recovery. 
The third section looked at the success of the attempted recovery. It addressed whether or 
not the attempted recovery was successful, what made the attempt successful, how the 
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passengers felt about the process and also whether staff could have done anything 
differently 
The questionnaire (refer to appendix 2) is separated into 6 main sections. The first section 
explored respondent characteristics. The second section looked at how often the 
respondent utilises air travel. The third recorded their in-flight experiences and current 
perceptions. The fourth section focused on in-flight service failures and the fifth section, 
in-flight service recovery. Finally the sixth section gauged the respondent's future 
intentions. 
4.1.1 The Research Tool 
To ensure that the data obtained was both usable and reliable. The sample had several 
restrictions. They had to be over the age of 18 so that they were the person responsible 
for their choice of airline to maximise travel experience and because of difficulties 
seeking permission for minors. They also needed to have flown before, preferably 
internationally. A total of 190 usable responses were collected, which was a sufficient to 
run the desired tests. 
Section I of the questionnaire asked the respondents about themselves. By exploring the 
different respondents' characteristics, possible relationships could be explored. Data were 
collected on gender, age, nationality and education. 
Section 2 of the questionnaire looked at the frequency of the respondents' air travel. As 
well as asking how frequently they used air travel, they were asked what was their most 
frequently used and preferred airlines, purpose of travel and also ticket class. 
Section 3 focused on the current perceptions of respondents regarding air travel through 
the previous flight experiences. This section had 6 questions asking respondents to 
indicate what they thought about airline service and issues with the cabin crew. The 
questions used a Likert scale. 
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Section 4 looked at in-flight service failures. Questions in this section explored whether 
the respondents had ever experienced a failure of service breakdown, what the cause of 
the failure was and also information about the airline involved in the failure. The 
respondents were asked about the seriousness of the failure and they were also asked 
about the cabin crew on that particular flight. 
Section 5 looked at in-flight service recovery. Respondents were asked whether they had 
experienced an attempted service recovery and if they had whether it was successful or 
not. The respondents were also asked about the cabin crew's involvement in the recovery 
process and also how the respondent felt about it. 
Section 6 of the questionnaire looked at the respondents future intentions to travel in the 
airline industry. It asked about the respondent's satisfaction levels with various aspects of 
the flight including the airline itself and also the cabin crew on board that particular 
flight. It also asked about the respondent's choice in airline for future travel. 
4.1.2 Respondent Characteristics 
Of the 190 respondents, 38.4% were male and 61.6% were female. The majority of the 
respondents (62.6%) were aged between 18 and 24 years. Over fourteen percent (14.7%) 
were aged between 25 and 29 years and the other age categories had less then 7% of the 
respondents in each. See Figure 4.1. 
Respondent Age Categories 
• 18-24 
•25-29 
D 30-34 
D 35-39 
•40-44 
• 45-49 
• 50-54 
D 55-59 
•60+ 
Figure 4.1 Respondents' age categories 
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Respondents were asked to state their nationality to see if there was any relationship 
between nationality and perceptions and expectations. The three largest groups were 
Australian, Chinese and English. 53.2% of respondents were Australian, 15.8% were 
Chinese and 6.3% were English. (Refer to Figure 4.2) 
~' 
• 
Nationality 
Figure 4.2 Nationalities of respondents 
• Australian 
• Japanese 
oChinese 
o English 
• Italian 
• Irish 
• German 
oAfrican 
• Brunei 
• Welsh 
o lsralie 
• Malaysian 
• American 
The respondents were asked to select their education level from; some high school, high 
school graduate, diploma, Tafe/technical College, bachelor degree, post graduate degree 
or other. The respondents were more evenly distributed in this section with the 3 
categories with the highest responses high school graduate (25.8%), bachelor degree 
(29.5%) and diploma (20.5%) (see Figure 4.3). 
Education 
• Some High School 
• High School Graduate 
o Diploma 
D Tale/Technical College 
• Bachelor Degree 
• Post Graduate Degree 
• Other 
Figure 4.3 - Education level of respondents 
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Respondents were asked about their flight frequency. They were asked to indicate 
whether they flew at least every year, every 2-5 years or every 1 O+ years. 60% of the 
respondents said that they travelled at least every year, 37 .9% said that they travelled 
every 2 to 5 years and 2.1 % said that they travelled every ten years or more. 
Flight Frequency 
Ewry 10+ Years 
2°/o 
Ewry 2 to 5 years 
38°/o 
At Least Ewry Year 
60% 
Figure 4.4 - Respondent flight frequency 
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The respondents were also asked to share what airline they used most frequently. 41.6% 
of respondents said that they used Qantas, 22.6% said that they usually used Singapore 
Airlines and 8.9% of respondents said that they would use Cathay Pacific. Other 
preferred airlines included; Virgin Blue (6.3%), Emirates (5.3%), Garuda Airways 
(2.6% ), Malaysian Airlines (2.6% ), Royal Brunei (1.6% ), and Thai Airways (1.6% ). 
British Airways, Rayanair, Air New Zealand, Air North, Lufthansa, Jet Star and Sky 
West were also used, each with 0.5% responses. 2.1 % of respondents stated that they 
would use whichever airline is cheapest. 
Just over 70% (72.1 % ) of respondents said that their most frequently used airline is also 
their preferred airline leaving 27 .9% stating that the airline they use most is not their 
preferred airline. When the respondents were asked why these airlines were their 
preferred airline the answers were varied. The most common responses were price 
(20.5% ), service (18.4%) and travel to destination (10% ). Other reasons for choosing that 
airline included; reputation (7.4%), safety (5.8%), food and entertainment (5.3%), loyalty 
programs (5.3%), comfort (4.7%), convenience (3 .2%), company policies (2.1 %), 
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package deals (2.1 % ), quality (1.6% ), facilities (1.1 % ), and other issues (1.1 % ). 11.6% of 
respondents didn ' t state a reason for choosing that particular airline See Figure 4.5). 
~ 
Reason for Preference 1 • Price 
•Comfort 
~ 
o Food & Entertainment 
oQuality 
• Destination 
• Ser.ioce 
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o Company Policy 
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• Other 
o Facilities 
• Safety 
• Com,nience 
Figure 4.5 - Reason for airline preference 
The respondents were also asked if they were a member of an airline loyalty program. 
Over 36% of respondents stated that they were a member where as 63.7% said that they 
were not. The respondents were also asked their usual purpose for flying. Respondents 
could select business, vacation, private reasons, education or other. The majority of 
respondents generally travel for vacation making up 62.1 % of the responses. Business 
and private reasons both had 12.6% of the respondents, education had 10% and other 
reasons contributed 2.6%. The respondents were also asked to indicate what ticket class 
they usually purchased to see if there was any relationship between ticket class and 
service failures. One point one percent of respondents travelled first class, 4.2% travelled 
business class and 94.7% travelled economy class. The respondents were also asked if 
they avoided travelling with any airlines, 35.8% said they would which left 61.1 % of 
people saying they would not. 
Section 3 asked respondents about in-flight service. Respondents were asked about their 
current perceptions of airline service and cabin crew based from their previous 
experiences. These questions were designed so that the respondents could indicate how 
they felt on a Likert scale. Question 3.1 was about their perceptions of quality of airline 
service. Forty seven percent (47.4%) indicated that they thought that the service should 
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be high, 36.8% said that it should be very high, 8.4% said that they were unsure and 7.4% 
said that it should be average. 
Airline Service Poor 0% 
A1.erage 
37% 
8% 
48% 
Figure 4.6 - Perceptions of airline service 
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Question 3.2used the statement "the airline believes that the passengers is always right". 
Figure 4.7 shows a high proportion (46.8%) were unsure and only 25.8% agreed. 
Airline beliefs (n=190) Frequency 
strongly 
disagree~ S% strongly agree 
2% 
disagree agree 
21%~26% 
neither agree or 
disagree 
46% 
Figure 4. 7 - Perceptions of airline service 
Question 3.3 stated, "the level of services provided by the cabin crew is generally Very 
poor (1), poor (2), average (3), good (4) or excellent (5)." Figure 4.8 indicates that just 
over half (52.1 % thought that service was good with just under a third (30%) claiming 
that the service is average. 
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Le\el of ser.nce (n=190) Frequency 
5 2 
11% 1% 
4 
52% 
6% 
3 
30% 
Figure 4.8 - Level of perceived service 
Question 3.4 stated that "poor cabin crew service causes me to change airlines". Again 
the respondents could choose strongly agree, agree, neither agreed or disagreed, disagree 
or strongly disagree. Figure 4.8 shows that just over 36% (36.3%) said that they agreed 
and just fewer than 34% (33.7%) said that they were unsure. 
I Impact of service in choice of airline Strongly Disagree 
1% Strongly Agree 
Neither Agree or Disagree 
34% 
13% 
Agree 
35% 
Figure 4.8 - Impact of service on customers' choice of airline. 
The next question addressed whether or not satisfaction could still be achieved if 
mistakes had been made. Responses showed that 14.2% of the respondents strongly 
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agreed that satisfaction could still be achieved. 62.6% of the respondents agreed, 15.8% 
neither agreed nor disagreed, 4.2% disagreed and 3.2% strongly disagreed. 
The final question in this section explored the respondent's perceptions of cabin crew 
training. The respondents were asked if they agreed that the cabin crew are adequately 
trained in all areas. There was strong agreement from 10%, 62.1 % agreed, 20% were 
unsure, 6.3% disagreed and 3% strongly disagreed. 
Section 4 of the questionnaire looked at service failures in-flight. Question 1 asked 
respondents whether or not they had experienced a failure or had been dissatisfied with a 
flight. Service failures had been experienced by 52.9% whereas 47.1 % had not 
experienced a service failure. 
The next question looked at the cause of the failure. Cabin crew were perceived to be 
responsible for 34% of the failures, 15% were caused by delays, 9% were from meal 
issues, 22% were physical issues with the plane or its fittings, and 20% were varied so 
were grouped together and labelled other (see Figure 4.9). 
,--~ Causes of Failures 
Other 
Physical Problem 
22% 
Meal Issues 
9% 
34% 
15% 
Figure 4.9 - Causes of Failures 
The respondents were asked whether in their opinion the failure was caused by human 
error, mechanical error or other. 69.3% of respondents said that they thought that the 
failure was caused by human error, 25.7% thought that it was caused by a mechanical 
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error and 0.5% though that it was caused by something or someone else. If the respondent 
selected human error as the cause of the failure they were asked to indicate what type of 
human error it was. The available options were; rude cabin crew, poor cabin crew 
service, unprofessional staff, negligent flight crew or other. Respondents were fairly 
evenly distributed between the causes with rude cabin crew causing 21.1 % of the failures, 
poor cabin crew service causing 19.7%, unprofessional staff causing 26.3%, negligent 
flight crew causing 13.2% and other human errors causing 19.7%. Similarly, those 
respondents who indicated that they had experienced a failure that was believed to be 
caused by a mechanical failure were asked what kind of mechanical failure it was. 
Delayed flights were reported by 41.1 %, 23 .2% by facilities that did not do what they 
were designed to, 8.9% luggage issues, 7 .1 % by bad food, and 1.8% by a cancelled flight. 
Interestingly 17.9% indicated that it was something else (which was not specified) that 
caused the failure ... 
The respondents were also asked which airline was involved in the failure that they had 
experienced. Qantas had the highest number of failures. However, it must be noted that 
they were also the most used airline for this study. The respondents were then asked how 
many times they had used that airline before the failure. Just over 70% (73.3%) had used 
the airline less than 5 times, 21.8% had used the airline 5 to 20 times and 5% had used 
the airline over 20 times. The respondents were asked to indicate how serious they 
though the failure was between, very serious, serious, not serious and no feeling. A little 
over 20% (23.8%) said that they believed the failure to be very serious, 40.6% said that 
the failure was serious, 32.7% said not that serious and 3% had no feeling on the matter. 
The respondents were then asked if the cabin crew found out about the failure that had 
occurred. Interestingly only 49.5% said that yes, cabin crew found out about the failure, 
which meant that 50.5% had not. The next question looked at the cabin crew's effect on 
the travel experience. 43.1 % said that cabin crew affected their travel experience. 
Whereas 56.9% said that the cabin had no affect on their travel experience whatsoever. 
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Section 5 of the questionnaire looked at attempted service recovery. The first question 
asked whether or not the cabin crew had attempted any form of recovery. Only 22.6% of 
the respondents had experienced attempted service recovery whereas 77.4% had not. 
When the respondents were asked what kind of service recovery they had experienced, 
25.9% had experienced some form of compensation, 3.7% experienced an apology, 37% 
said that the cabin crew tried to fix the problem, 18.5% said that nothing was done and 
14.8% said that something else was done. In order to find out who most commonly dealt 
with the attempted recoveries the respondents were asked if the person dealing with the 
recovery was the person responsible for the failure. Only 19.4% said yes which meant 
that 80.6% of the attempted recoveries were not conducted by the person responsible for 
the failure. The respondents were then asked if they thought that the cabin crew had the 
authority to deal with the problem. Two thirds (66.7%) said yes the cabin crew did have 
the authority to solve the problem whereas one third (33.3%) of respondents did not. 
The respondents were asked how long after the failure occurred was something done to 
rectify the situation to see if there were any significant relationships or trends between the 
timeliness of the attempted recovery with the recovery's effectiveness. No trends 
emerged. The recovery times were highly varied ranging from straight away to a few 
days later. 
The respondents were asked to rate the cabin crews' efforts during the recovery to see if 
there were any relationships between cabin crew efforts and the outcome of the recovery. 
They were asked to rate the efforts of the cabin crew form very poor through to very 
good: 13.8% said that it was very poor, 10.3% said that it was poor, 31 % said that it was 
average, 37.9% said that it was good and 6.9% said that it was very good (see Figure 
4.10). 
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Cabin Crew Efforts 
Very Good Very Poor 
Good 
38% 
7% 14% 
Poor 
10% 
31% 
Figure 4.10- Cabin crew's efforts during recovery 
This research also looked at the cabin crew's attitude during the attempted recovery 
which resulted in 21 different attitudes being mentioned. Of these attitudes only 6 were 
positive. The other 15 were quite negative such as rude, poor and tense. 
Cabin Crew Attitude (n=190) 
Frequency Percent 
160.0 84.2% 
lA.cceptinq 1.0 0.5% 
lA.polo qetic 3.0 1.6% 
Confused 1.0 0.5% 
Dumb 1.0 0.5% 
Eleqant 1.0 0.5% 
Friqhtened 1.0 0.5% 
Good 3.0 1.6% 
Helpful 3.0 1.6% 
Nive 1.0 0.5% 
No 1.0 0.5% 
No Recovery 1.0 0.5% 
Poor 1.0 0.5% 
Professional 1.0 0.5% 
Reassurinq 1.0 0.5% 
Rude 3.0 1.6% 
Slightly 
IA.polo getic 1.0 0.5% 
Sorry 1.0 0.5% 
Sympathetic 2.0 1.1 % 
rrense, Rude 1.0 0.5% 
Upqraded 1.0 0.5% 
Wonderful 1.0 0.5% 
rr otal 190.0 100.0% 
Figure 4.11 - Cabin Crews attitude during the attempted recovery 
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Importantly, the respondents were asked if they though the recovery was successful. 
Interestingly, 50% said yes and 50% said no. 
The questionnaire then asked respondents about the final solution to the problem. The 
only common theme that emerged was that most of the solutions involved some form of 
compensation. The questionnaire also explored how respondents felt about the recovery. 
Eighteen feelings emerged from the responses. The most common feelings were annoyed, 
dissatisfied and neglected, good, happy and fine. Of the 18 feelings which emerged, 7 
were positive, meaning that the respondents felt good about the situation and other 11 
feelings were negative, which meant that the respondents were unhappy with the 
recovery. Finally respondents were asked if staff could have done anything differently. 
51. 7% of respondents said yes and 48.3% said no. 
The last section of the questionnaire looked at the respondent's future intentions. This 
section too used Likert scales. The first question looked at the respondent's satisfaction 
with the cabin crew. Only 5.8% of the respondents said that they were very satisfied, 
43.7% said they were satisfied, 33.2% said that they were neither satisfied nor 
dissatisfied, 12.6% said they were dissatisfied and 4.7% said that they were very 
dissatisfied (see Figure 4.12). 
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Satisfaction with Cabin Crew 
Very 
Dissatisatisfied 
5% 
13% 
Neither satisfied no 
dissatisfied 
33% 
Satisfied 
43% 
Figure 4.12 - Satisfaction with Cabin Crew 
The next question explored respondent satisfaction with the airline as a whole. Again 
they could select very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied or 
very dissatisfied. Only 5.3% of the respondents said that they were very satisfied, 44.2% 
said that they were satisfied, 28.9% said that they were neither satisfied nor dissatisfied 
with the airline, 13.7% said that they were dissatisfied and 7.9% said that they were very 
dissatisfied with the airline. 
Satisfaction with Airline 
8% 
Dissatisfied 
14% 
Neither satisfied nor 
dissatisfied 
29% 
Satisfied 
44% 
Figure 4.13 - Satisfaction with the Airline 
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The next question asked respondents about their future intentions to provide repeat 
business to the airline. The respondents could choose very likely, likely, unsure, unlikely 
and very unlikely. Sixteen point three percent of the respondents said that it was very 
likely that they would fly with that airline again, 43.7% said it was likely that they would 
provide repeat business, 24.2% said that they were unsure, 7.4% said that it was unlikely 
that they would use that airline again and finally 8.4% said that it was very unlikely. 
Repeat Business 
Very unlikely 
8% \ 
7% 
Unsure 
24% 
Very likely 
45% 
Figure 4.14 - Likeliness of Repeat Business 
Finally, the last question asked respondents if the cabin crew could have done anything 
differently to make the flight more comfortable or enjoyable. Only 27.4% of the 
respondents said yes, there were things the cabin crew could have done whereas 72.6% of 
respondents said that there was nothing more the cabin crew could have done to satisfy 
them. 
4.1.3 Summary of descriptive analysis 
This study had 190 respondents 61.6% of which were female. The majority of the 
respondents (62.6%) were aged between 18 and 24 years and about half of the 
respondents were Australian (53.2%). The questionnaire had 6 main sections looking at 
the respondent's characteristics, their frequency of air travel, service failures, service 
recoveries and the future intentions. 
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The most common failures occurring in-flight were caused by the cabin crew. Of those 
respondents who had experienced a service failure, only 22.6% had experienced an 
attempted service recovery which means that 77.4% had not. The most common 
attempted recovery was the cabin crew trying to fix the problem on the spot by 
attempting to rectify the problem. This was followed closely by offering some form of 
compensation. Interestingly only 50% of the respondent's who experienced an attempted 
service recovery found it to be successful. 
4.2 Trends and Relationships 
Explored above were the descriptive results from the questionnaire. To investigate any 
trends or relationships that occur, Pearson's bivariate correlations must be examined. An 
independent t-test was also run to see if there were any significant relationships between 
service failures, current perceptions and future intentions. 
4.2.1 Service Breakdowns or Failures 
The results indicated that the most common failures are caused by the cabin crew. 
The correlations showed three significant relationships indicated in the table below 
(Table 4.1 ). 
The first significant relationship which emerged between variables is experienced service 
failure with ticket class (r=-0.292). This implies that the higher the ticket class (i.e., first 
class), the less likely it is for a service failure to occur. Thus, the lower the ticket class 
(i.e., economy) the more likely it is for a failure to occur. There is also a significant 
relationship between experienced service failure and the purpose of flying (r=-0.318 ). 
This shows that the purpose for flying has an impact on the experienced service failure. 
The cause of the failure also has an impact on the experienced service failure (r=0.326). 
This means that the cause of the failure has a significant impact on the service failure 
experienced (see Table 4.1). 
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Table 4.1 - Significant relationships (failures) 
Rho Significance 
Relationships Strength Value (p value) 
Experienced Service 
Failure Ticket Class Negative -0.292 0.003 
Experienced Service Purpose of 
Failure flying Negative -0.318 0.001 
Experienced Service Cause of the 
Failure failure Positive 0.326 0.001 
There were a significant number of correlations looking at customer satisfaction. 
There is a significant relationship between satisfaction with the airline and satisfaction 
with the cabin crew (r=0.882). This shows that if the passenger is satisfied with the cabin 
crew then they are generally satisfied with the airline as a whole. Also in the event of a 
failure, satisfaction with the airline can still be achieved if the correct action is 
undertaken to rectify. This can be seen by looking at the satisfaction with the airline and 
different action to satisfy (r=-0.504 ). This means that if the cabin crew have not 
attempted a different action to satisfy, then satisfaction with the airline cannot be 
achieved. A different action is when the cabin crew attempt something different to what 
they already had tried. So if what they initially tried did not work then they must try 
something else. 
The next relationship that emerged was a negative relationship between the variables 
satisfaction with the airline' and 'bad flight experience' (r=-0.455). This means that a bad 
flight experience leads to disappointment with the airline as a whole. On that note, the 
seriousness of the failure also impacts a passenger's satisfaction with an airline 
demonstrated by satisfaction with the airline and seriousness of the failure (r=-0.482). A 
relationship between the cabin crew's efforts to make the flight more enjoyable and 
airline satisfaction also emerged (r=-0.291 ). This means that if the cabin crew did not 
make a sufficient effort to make the flight more enjoyable then it could lead to 
dissatisfaction with the airline. When passengers are dissatisfied with an airline they tend 
to avoid them as evident from the negative relationship between satisfaction with the 
airline and avoiding airlines (r=-0.214 ). 
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Passengers who are members of airline loyalty programs are just as prone to experiencing 
service failures as ordinary passengers. This can be seen by a negative relationship 
between airline satisfaction and loyalty programs (r=-0.198). Although failures do occur, 
it does not mean that satisfaction cannot be achieved. This can be seen by a strong 
relationship between satisfaction with the airline and success of the recovery (r=0.641). If 
the recovery is successful then the passenger may still be satisfied with the airline. The 
results also show that if the passengers are satisfied with the airline then they will provide 
repeat business (r=0.689) (see Table 4.2). 
Table 4.2 - Significant relationships (satisfaction with airline 
Rho 
Relationships - Bivariate Correlations (p<=0.001) Strength Value 
Satisfaction with the Satisfaction with the cabin 
airline crew Positive 0.882 
Satisfaction with the 
airline Different action to satisfy Negative -0.504 
Satisfaction with the 
airline Bad flight experience Negative -0.455 
Satisfaction with the 
airline Seriousness of failure Negative -0.482 
Satisfaction with the CC make flight more Moderate 
airline enjoyable Negative -0.291 
Satisfaction with the Moderate 
airline A voiding airlines Negative -0.214 
Satisfaction with the Moderate 
airline Loyalty Program Negative -0.198 
Satisfaction with the 
airline Success of recovery Positive 0.641 
Satisfaction with the 
airline Repeat business Positive 0.689 
Several relationships between the variables emerged from the results. Firstly, satisfaction 
with the cabin crew will not be achieved if they do not attempt a different action to 
satisfy (r=-0.606). This means that in the event of a failure the cabin crew must try and 
do something if passenger's satisfaction is to be achieved. The results also show that if 
the passenger has had a bad flight experience, satisfaction with the cabin crew is 
generally not achieved (r=-0.417). Another emergent relationship was between 
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p 
Value 
0.000 
0.005 
0.000 
0.000 
0.000 
0.003 
0.006 
0.000 
0.000 
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satisfaction with cabin crew and whether the cabin crew tried to make the flight more 
enjoyable (r=-0.306). This showed that if the cabin crew did not try anything else to 
make the flight more comfortable, then satisfaction was generally not achieved. 
Dissatisfaction with the cabin crew generally caused the passengers to avoid certain 
airlines (r=-0.219). Interestingly the respondent's education level also had an impact on 
satisfaction with the cabin crew (r=0.187). The positive relationship showed that the 
higher the education level, the higher the satisfaction level. Also increasing age had a 
positive impact on the passenger's satisfaction with the cabin crew (r=0.334). 
Satisfaction with the cabin crew was dependent on the success of the attempted recovery 
(r=0.593). If the passenger's were satisfied with the cabin crew, then they were likely to 
provide repeat business to the airline (r=0.641) (see Table 4.3). 
Table 4.3 - Significant relationships (satisfaction with cabin crew) 
Rho Significance 
Relationships Strength Value P value 
Satisfaction with Cabin 
Crew Different action to satisfy Negative -0.606 0.001 
Satisfaction with Cabin 
Crew Bad flight experience Negative -0.417 0.000 
Satisfaction with Cabin CC make flight more 
Crew enjoyable Negative -0.306 0.000 
Satisfaction with Cabin 
Crew A voiding airlines Mod-Neg -0.219 0.002 
Satisfaction with Cabin *Mod-
Crew Education Pos 0.187 0.010 
Satisfaction with Cabin 
Crew Cabin crew training Mod-Pos 0.209 0.004 
Satisfaction with Cabin 
Crew Age Positive 0.334 0.000 
Satisfaction with Cabin 
Crew Success if recovery Positive 0.593 0.001 
Satisfaction with Cabin 
Crew Repeat business Positive 0.641 0.000 
A bad flight experience had a negative impact on the repeat business for an airline (r=-
0.409). This means that if a passenger experienced a failure or had a bad flight 
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experience, then they were not likely to return to that airline. The seriousness of the 
failure also had a negative impact on the airline (r=-0.262). The seriousness of the failure 
impacted the reputation of the airline involved in the failure. Another relationship that 
emerged was that airline service had a negative influence on the avoidance of the airlines 
(r=-0.258). This meant that if the airline service was perceived to be of a low quality, 
then airline passengers were likely to avoid that particular airline. Older passengers 
wanted some other different action in order to be satisfied (r=0.274 ). Interestingly this 
different action to satisfy also impacted on the cabin crew's efforts (r=0.551 ). If the cabin 
crew attempted a different action in order to achieve passenger satisfaction then the 
passengers believed that the cabin crew had put in more effort (see Table 4.4). 
Table 4.4- Significant relationships (Impacts on passenger satisfaction) 
Rho Significance 
Relationships Strength Value P Value 
Repeat business Bad flight experience Negative -0.409 0.000 
Mod-
Seriousness Failed airline Neg -0.262 0.008 
Mod-
Airline service A voiding airlines Neg -0.258 0.000 
Different action to satisfy Age Mod -Pos 0.274 0.000 
Different action to satisfy Cabin crew efforts Positive 0.551 0.002 
The mechanical error type had a positive relationship with the level of education. This 
meant that the type of mechanical failure appeared to be noticed more by those who had a 
higher level of education (r=0.382). But as established previously, more than 50% of the 
failures were caused by human error. Human error had a positive impact on failures 
(r=0.383). This meant that whether or not the failure was a human error had a positive 
impact on the perceived service failure. Another relationship which emerged was that if 
the cabin crew found out about the failure then that affected the travel experience 
positively (r=0.309). Therefore, the cabin crew could have had a positive impact on the 
passengers travel experience if they [the cabin crew] found out about the failure (see table 
4.5). 
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Table 4.5 - Significant Relationships (Service Failures) 
Significanc 
Strengt Rho e 
Relationships h Value P Value 
Mechanical error type Education Positive 0.382 0.004 
Human error Failure Positive 0.383 0.001 
Effect on travel CC find out about the 
expenence failure Positive 0.309 0.002 
The success of the attempted recovery was also examined through the questionnaire. The 
significant correlations that emerged are explored below. The results from the 
correlations showed that the success of the recovery impacted by whether or not 
something was different was attempted to satisfy the passenger in the case of a failure 
(r=-0.657). If no different action was attempted then the recovery was generally not 
successful. The success of the recovery was also dependent on the cabin crew's efforts 
(r=-0.542). If the cabin crew did not make a sincere effort to recover, then the recovery 
could not have been successful. Another important relationship that emerged was that if 
no recovery was attempted the passenger was more likely to change airlines (r=0.263). It 
was also found was that the cabin crew played an integral role in the flight experience of 
the passenger (r=0.236). If the cabin crew did not try and make the flight more enjoyable 
then the bad flight experience would be exacerbated. Also essential in the recovery 
process is. If the cabin crew if they do not find out about the failure, then nothing can be 
done to rectify the problem as can be seen in the results (r=0.500). If the cabin crew do 
find out about the failure then service recovery can be attempted (Table 4.6). 
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Table 4.6 - Significant Relationships (Service Recovery) 
Rho Significance 
Relationships Strength Value P value 
Different action to satisfy Recovery Success Negative -0.657 0.000 
Success of Recovery Cabin crew efforts Negative -0.542 0.002 
Any service recovery Changing airline Negative -0.300 0.002 
Mod-
CC make flight more enjoyable Bad flight experience Pos 0.263 0.000 
Any service recovery Cabin crew find out Positive 0.500 0.005 
The results showed that the success of the attempted recovery had a positive impact in 
both the satisfaction level with the airline (r=0.605) and the satisfaction level with the 
cabin crew (r=0.593). The means that if the recovery was successful, then the passengers 
were still satisfied. However, if the recovery was not successful then the passengers 
would remain unsatisfied. Interestingly, age played a role in the satisfaction with the 
cabin crew (r=0.334). The older the passenger, the more satisfied they were with the 
cabin crew. Another relationship was that age impacted whether or not the cabin crew 
had attempted to make the flight more enjoyable (r=0.272). Thus the older the passengers 
tended to expect more to be from the cabin crew staff. The next table addresses the 
significant relationships with passenger expectations (see Table 4.7). 
Table 4.7 - Significant relationships (Satisfaction and Success) 
Rho Significance 
Relationships Strength Value P Value 
Satisfaction with airline Success of the recovery Positive 0.605 0.000 
Satisfaction with cabin crew Success of the recovery Positive 0.593 0.001 
Satisfaction with cabin crew Age Positive 0.334 0.000 
CC make flight more Mod-
enjoyable Age Neg -0.272 0.000 
Table 4.8 shows the significant relationships impacting the passengers' expectations. The 
influencing factors on expectations are vary greatly and include; age, ticket class, 
previous flight experiences and airline service (see Table 4.8 for full details). 
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Table 4.8- Significant relationship (Expectations) 
Rho Significance 
Relationships Strength Value P value 
Prior use of airline Purpose of flying Negative -0.318 0.001 
Mod -
Bad flight experience Age Neg -0.278 0.000 
Mod -
Airline service Nationality Neg -0.212 0.003 
Satisfaction and Mod -
Bad flight experience mistakes Pas 0.202 0.005 
Mod-
Ticket class Loyalty program Pas 0.244 0.001 
Mod -
Seriousness of failure Loyalty program Pas 0.218 0.003 
Purpose of flying Nationality Positive 0.354 0.000 
Frequently used airline Nationality Positive 0.302 0.000 
There is a negative relationship between repeat business and bad flight experiences (r=-
0.409). This means that passengers will generally not fly with an airline again if they 
have had a bad flight experience. Not only does bad service cause passengers to change 
airlines it also causes them to avoid the airline (r=-0.265). The results also show that 
repeat business can be dependent on the cabin crew's training (r=0.188). If the passenger 
does not believe that the cabin crew are sufficiently trained -then they will not return to 
use that particular airline. 
There is a positive relationship between purpose of flying and frequently used airline 
(r=0.200). This means that people choose their airlines depending on what they are doing. 
If the cabin crew does not make any effort to make a flight more enjoyable in the event of 
a failure, then the passengers are more prone to change airlines (r=0.244). The results 
also show that people who are members of airline loyalty clubs are more prone to judge 
the seriousness of the service failures (r=0.278). The flight frequency of the passengers 
also has an effect on the seriousness of a service failure (r=0.329). The results show that 
passengers who have used a particular airline before, are more likely to fly with them 
again (r=0.346) (see Table 4.9). 
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Table 4.9- Significant relationships (Past experiences) 
Rho Significance 
Relationshi os Strength Value P value 
Repeat business Bad flight experience Negative -0.409 
Mod -
Level of service Avoiding airlines Neg -0.265 
Mod -
Repeat business Cabin crew training Pos 0.188 
Mod -
Purpose of flying Frequently used airline Pos 0.2 
Mod -
CC make the flight more enjoyable Changing airline Pos 0.244 
Mod -
Seriousness of airline Loyalty program Pos 0.278 
Seriousness of airline Flight frequency Positive 0.346 
A moderate negative relationship emerged between the purpose of flying and the age of 
the respondent (r=-0.263). Also there is a moderate negative response between loyalty 
program and education (r=-0.213). There is a moderate positive relationship between 
flight frequency and gender (r=0.197). There is also a positive relationship between 
loyalty program and flight frequency (r=0.329). This means that members of loyalty 
programs fly more frequently (see Table 4.10). 
The Pearson's bi variate correlations found there to be 54 significant relationships. These 
relationships showed the effect different variables had on each other. The implications of 
these findings will be discussed in the discussion chapter (Chapter 6) 
Table 4.10 - Significant relationships (Other) 
0.000 
0.000 
0.010 
0.006 
0.001 
0.005 
0.000 
Significance 
Relationships Strength Rho Value P Value 
Mod-
Purpose of flying Age Neg -0.263 0.000 
Mod-
Loyalty program Education Neg -0.213 0.003 
Mod-
Flight frequency Gender Pos 0.197 0.006 
Loyalty program Flight frequency Positive 0.329 0.000 
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4.3 T-Test results 
4.3.1 Current Perceptions 
The independent sample t-test was used to test if there was a significant relationship 
between the current perceptions of airline service and service failures. This test was used 
to see whether people who had experienced service failures had different current 
perceptions of service compared with the people who had not experienced service 
failures. Whether or not respondents had experienced a service failure was run against the 
6 questions in section 3 of the questionnaire (see appendix 6) It appears that there was 
only one significant relationship from this section of the questionnaire (Table 4.11 ). 
Table 4.11 - Relationships affecting passenger's current perceptions 
P Value F 
Variable (Significance) Value 
Airline Service 0.327 0.166 
Airline Beliefs 0.399 0.082 
Level of Service 0.171 0.434 
Changing Airlines 0.264 4.822 
Satisfaction and 
Mistakes 0.005 7.121 
Cabin Crew Training 0.311 1.068 
P value is significant when p<=0.05 
The results showed that the only significant relationship was between service failure 
experienced and "satisfaction and mistakes" (p=0.05). This means that whether or not a 
passenger has experienced a service failure impacts their current perceptions of whether 
or not the airline can still achieve satisfaction when mistakes have been made. 
Although the other variables are impacted by experienced service failures, their 
relationship is not significant as demonstrated by p>0.05. This means that although an 
experienced service failure will be remembered by the passenger, it does not necessarily 
impact their current perceptions of airline quality, airline beliefs, level of service, 
changing airlines and cabin crew training. 
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4.3.2 Future Intentions 
To see whether or not service failures affected passengers' future intentions, independent 
t-tests were run to see if there were any significant relationships. Experienced service 
failures were run against the four questions in section 6 (see Appendix 6). The results are 
shown in Table 4.12. 
Table 4.12 - Relationships affecting passengers' future intentions 
P Value F 
Variable (significance) Value 
Satisfaction with cabin crew 0.000 16.544 
Satisfaction with airline 0.000 35.149 
Repeat business 0.000 39.921 
CC make the flight more 
enjoyable 0.000 62.570 
Pis significant when p<=0.05 
The results show that service failures have a significant impact on the passengers future 
intentions as in all four cases p=0.00, which means that service failures play a role in 
these variables. The results indicate that satisfaction is dependent on whether or not 
service failures are experienced. 
4.4 Conclusion 
The findings from the correlations and t-test support what the descriptive tests had 
discovered. Service failures' affect the way passengers perceive service, more 
importantly they impact how passengers will act in the future when choosing an airline. 
Thus, passengers' future intentions are dependent on whether or not they have 
experienced a service failure. Analysis of the data obtained indicated that the most 
common service failures were initiated or caused by the cabin crew. The results also 
revealed that this type of failure had the greatest impact on passenger satisfaction. Also in 
situations where the cabin crew do cause the failure, the passengers are less likely to be 
satisfied with the attempted recovery, possibly as it was the cabin crew who initially 
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caused the problem. The implications of the emergent results are be discussed in Chapter 
6. 
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Chapter Five: 
Would you like tea or 
coffee? 
Results from the Qualitative Data 
Collection 
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5 Qualitative Results 
Qualitative research methods are valuable as they provide deep and rich data which cannot be 
obtained through other research methods. For this research qualitative data was collected by 
conducting IO semi-structured interviews. The interviews were approximately IO minutes in 
duration and occurred at a time and place convenient to both the researcher and the interview 
respondent. The respondents were selected from the completed questionnaires as they 
indicated previously (on the questionnaires) whether or not they were willing to participate in 
an interview at a later date, to elaborate on the information they had already given. The 
respondents were selected as they gave interesting answers in their questionnaires about their 
past experiences with failures and service recoveries. Interestingly of the IO interviewees, 
only 2 had experienced an attempted service recovery. 
The characteristics of the respondents are as follows. 
Table 5.1 - Interview respondent characteristics 
Age 
Respondent Number Sex Category 
1 M 60+ 
2 M 18-24 
3 F 55-59 
4 F 18-24 
5 F 44-49 
6 F 18-24 
7 F 18-24 
8 F 18-24 
9 F 24-29 
10 M 35-39 
The interviews explored each individual respondent's experience with a failure. The different 
themes were discussed in accordance with the research questions which included exploring 
the service breakdowns, any attempted service recovery and the passenger's satisfaction level 
at the end of the flight. (Refer to Appendix 2 for the sample interview guide 
Although each respondent had experienced a different failure, they all started at the same 
point, purchasing the services of an airline. The respondent's journey with the airline was 
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explored and common themes emerged. The emergent themes from the service breakdown or 
failures are explored below. 
5 .1 Service Breakdowns 
Of the IO interview respondents, only 3 had experienced a service failure caused by the cabin 
crew. The other 7 failures were caused by factors beyond the cabin crew's control. Service 
failures can occur at any stage of the journey with an airline and can be caused before, during 
or after any flight with any airline. This section is divided into 2 sub sections: failures beyond 
the cabin crew's control and those initiated by the cabin crew. 
5.1.1 Failures beyond the cabin crew's control 
As stated above, service can occur at any stage of a journey with an airline. Also the failures 
can be caused by people (such as the cabin crew, check in staff of even other passengers') or 
things (such as weather or technical difficulties). Interviewee 5 experienced the failure before 
they boarded the plane as the flight was overbooked and she had to wait three hours until the 
next one. She said: 
It pissed me off We had booked a package deal and it was our last holiday 
before the baby was due. I was 5 months pregnant at the time. I was angry 
and disappointed. You think that when you book with a travel agent in a 
package style holiday then everything will be OK and it will go smooth. 
That's why you sign up for these things. We were just angry. 
The interviewee also shared ... 
The check-in staff were abrupt quite rude. You could say they were careless 
because they simply didn't care. It doesn't affect them and I suppose that 
they would see it that often it's just like, "well too bad you can catch the 
next one, no big deal". 
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In this case there were two main contributing factors which caused passenger dissatisfaction. 
The first factor was that the flight was overbooked and as a result there was a significant 
delay. More importantly, the second contributing factor was the airline staff's attitude. This 
second contributing factor could have been easily avoided and an attempted service recovery 
could have taken place. 
Interviewee 1 revealed that the failure experienced was not caused by the cabin crew, rather 
by the airline's facilities. What was interesting was that the respondent understood the 
situation; however the negative experience was still remembered. 
I suppose they couldn't do anything really they were just trying to be 
understanding as there were no other seats anywhere because it was a full 
flight. There are actually very few seats that you can have the extra leg 
room so there was not much they could do ... 
This interviewee was quite understanding about the situation and was at a perfect 
stage for some form of recovery attempt. Although the situation could not be fixed, 
the cabin crew could have offered some kind of compensation for the discomfort. 
Compensation does not necessarily have to be monetary; rather some form of 
acknowledgement with empathy can go a long way. 
Interviewee 2 experienced a different failure not initiated or caused by the cabin crew. The 
failure or breakdown in Interviewee 2's case was an issue with comfort and also expectations 
were not met. 
They [the seats] were really uncomfortable and squashed together liked they 
had crammed as many seats in there as they could .... If I had of known there 
was no TV I would have paid the extra $20 and flown [ with a traditional 
national airline]. I had heard [budget airline] had better service so I thought 
I would give it a go but I won't again. 
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Again, similarly to interviewee 5, the failure had two major contributing factors. Also like 
interviewee 5, the cabin crew made the situation worse before they made it better. In this case 
the major failure was the poor cabin crew. The initial failure was only minimal and could 
have been rectified or overlooked with good service. Unfortunately the interviewee's 
expectations were not met and as a result satisfaction was not achieved. 
5.1.2 Failures initiated by the cabin crew 
As opposed to the previous Interviewees, Interviewee 4's failure occurred in-flight and was 
caused by the cabin crew. Again in this case, expectations were not met. Interviewee 4 stated 
that they were not comfortable with flying which may have fuelled the negative experience. 
I know it sounds silly but I think they [the cabin crew] should act like a 
nurse. Not like the uniform or vocabulary or anything like that but nurses 
make you feel safe, they are there to make everything ok. Cabin crew should 
always offer more than you need so then it makes you feel better ... Well like 
you can generally tell the people who need to be looked after and the people 
who want to be left alone. Just because one person might not want to be 
bothered it doesn't mean everyone wants to be ignored. The cabin crew 
should be able to judge who needs or wants the attention. 
Interviewee 4' s experienced strengthened what was found in the quantitative aspects of this 
study. Failures initiated by cabin crew are often more difficult to recover from as the 
Interviewees are more sceptical because the people attempting the recovery were also the 
people who caused it. 
Interviewee 6's failure was also caused by the cabin crew on board that flight. The 
interviewee felt that the crew on board this particular flight were careless. 
I was watching her [cabin crew member] and she almost dropped a few 
other things and she just looked dumb. The way she was doing things just 
looked sloppy and careless. 
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The actual failure experienced by interviewee 6 was that tea was spilt on her by the cabin 
crew. The interviewee expresses how she felt about the situation. 
Angry. The tea was hot. I could have been badly burnt, the only reason I 
wasn't is because I had a towel/blanket over me at the time. She [ cabin 
crew J gave me the towel to help me dry myself and that was it. She didn't 
even get me another tea. 
In this case, a recovery attempt was not made. The Interviewee shared that they were open to 
the idea of a recovery but felt let down by the lack of professionalism and initiative shown by 
the cabin crew. In this scenario, the cabin crew failed many of the critical incidents of the 
moment of truth discussed earlier in the literature review. 
Interviewee 8 was disappointed with a number of things on the affected flight. The 
Interviewee felt that the budget airlines no longer offer value for money as the difference in 
prices is minimal. She said: 
... because I find it ridiculous that right now the budget airlines are just as 
expensive as the normal airlines and you can get better seats [ on a full 
service airline]. I think that it is stupid that you have to pay like $3 for a 
glass of water. It's stupid. 
Also the interviewee felt that the cabin crew were poor on this particular flight for two main 
reasons. The first reason was that they did not show initiative and the second was that they 
were rude and did not give quality service. Interviewee 8 shared: 
... usually the customers will askfor more and more drinks [alcoholic in 
this case J and I think that the people who work there [ cabin crew J have 
the right to say, "no that's enough you are not having anymore" and in 
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this case they didn't they just kept getting him drinks and he got drunk and 
we had to change seats because he was vomiting everywhere. 
She also said: 
Their [the airlines] entire food menu was pork and they had no other 
alternative. They didn't even offer people who didn't eat pork an 
alternative or an extra muffin and the entertainment system was broken. I 
understood that there was no other seat to change to and that was OK but 
they just tried to tape it up and that didn't work but they were like "well 
we tried and it didn't work so now it is your problem". So I had to use my 
knee and hold it up for the whole flight and it was really annoying! 
They [the cabin crew] were like really rude. They refused to serve us until 
they served all the white people. We were in front right next to the door so it 
was so obvious that we didn't have any food on our table, and we put up our 
hand so many times and they just ignored us and in the end when they had 
finished serving all the white people and they had nothing else to do, then 
they came and served us. " 
In this case, the Interviewee felt that the only failure which could have been recovered was 
the meal issue. All the other failures could not be recovered from, as far as the Interviewee 
was concerned. The interviewee shared that memories like these stick with you for a life time 
and no matter how many people tell you differently, you are still going to feel the same. 
Interviewee 3's failure occurred after the actual flight ended. The failure was caused by a 
mechanical fault concerning the plane's doors. 
I felt impatient because the atmosphere in the plane was getting warmer 
and warmer and stuffy. They turned everything off So when the door 
couldn't open everything was shut up so air was flowing through it was all 
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warm. That was the main thing that unpleasant feeling ... Everybody was 
complaining wondering why nobody could do something about this. I think 
impatient mainly. On edge I think. Especially I think it's because you have 
been travelling for over 5 hours already and then you get stuck in the 
terminal. 
Interviewee 7 experienced several failures on that particular flight. One of the failures 
occurred after the actual flight and had involved the Interviewee's luggage. She recalled: 
It was flying [budget airline] both times and one time they lost my 
baggage and it took a few days to get it back so I was stuck in Australia 
from America with no clothes or anything. The other time my luggage 
came back looking like crap like it was all beaten up ... 
Also interviewee 7 felt that there was a service breakdown in-flight as staff was perceived to 
be 'over-stretched'. 
" ... Well both times the plane was full so it was really busy and every 
time they have the same number of attendants working so it doesn't 
matter if you are on a full flight or an empty flight there will always be, 
say 6 attendants. So the babies just made other people agitated. I 
thought the quality of service was dramatically decreased because they 
had to care for so many people." 
Interviewee's 9 and 10 both experienced an in-flight service failure. Both failures were 
similar in nature and could have been easily avoidable. interviewee 10 shared their 
experience below. 
I never usually am one of those people who always ask for things if I 
don't feel I need them. I know they are busy. But when I do want 
something I don't want to feel bad or uncomfortable about asking. Like I 
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was really thirsty and I had waited until they were not so busy and the 
way the girl talked to me didn't make me feel very good ... 
Although interviewee 9 flies quite regularly and has experienced several service failures, this 
particular encounter remains in their thoughts. 
The cabin crew didn't really do anything wrong I suppose it was really 
how they did things. They were not nice and friendly they were just 
grumpy and well the atmosphere they created was quite poor I thought ... 
Interviewee's 9 and 4 had similar experiences with the cabin crew but on different airlines. 
Both found that the cabin-crew onboard those particular flights were unnecessarily rude and 
unaccommodating. Interviewee 4 elaborated: 
All the staff on the flight was French and they were all just arrogant and 
snobby. Like they were better then everyone else and that we were 
wasting their precious time being there. They all looked down their 
noses at you. Like an example there was this baby crying in the terminal 
we weren't even on the plane yet and you could see them all rolling their 
eyes going "oh great we have a crying baby". It was just rude. 
Interviewee 9 shared a similar experience. 
I have never felt so insignificant on a plane before. The ground crew 
were really nice but it was like the flight attendants were just up there 
and above everyone. They were so worried about themselves that they 
didn't provide good service at all. You could hear them talking about 
other passengers on the plane. That made you feel even more un-
comfortable because they might be talking about you. It's not a nice 
feeling 
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The interviewee's thoughts and feelings on service failures were discussed above. Their 
feelings and memories are recalled next, looking at service recovery. 
5 .2 Service Recovery 
This study also explored whether or not service recovery was attempted after the failure 
occurred. More specifically this study looked at whether anything could be done or was done 
to rectify the problem in-flight. 
5.2.1 Reflections on the attempted service recovery 
Of the 10 interview Interviewees only 2 had experienced a service recovery. Those 2 
Interviewees were asked to share what the attempted recovery was and how they felt about 
the process. 
Interviewee 5 shared earlier that the flight they were booked on was full so she had to wait 3 
hours for the next flight. The Interviewee went on to explain how the cabin crew on the next 
flight were exceptional and recovered from the initial failure. 
The cabin crew on the next flight were exceptional. They were so 
attentive and caring. I couldn't fault them .... 
Yes well they served us our meals first, they kept checking that we 
were OK and they were just so nice to us. Their level of service 
was good anyway but ours was exceptional. 
Although no compensation was offered, the cabin crew's kindness and attentiveness was 
enough to recover from the failure. Although the Interviewees were inconvenienced by the 
delay, the cabin crew made the flight both memorable and enjoyable. 
Interviewee 7 explained how the airline involved with the failure attempted to recover or 
compensate for the flight that was cancelled. The Interviewee felt that this particular 
cancellation was quite dramatic as it caused them to miss a connecting flight. She said: 
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They [the airline] issued me with a free flight for next time for the 
inconvenience. It was an inconvenience because I came from 
Chicago in America and got stuck in Melbourne for 7 or 8 hours 
before I could get to Perth. I was travelling alone and I was tired 
and it was just a bad experience. At least they tried to fix it ... 
Interviewee 7 experienced an attempted service recovery as it was recognised that she was 
inconvenienced. Although the Interviewee may still not be 100% satisfied, she recognised 
that the airline was trying to make up for its mistakes. 
5.2.2 Interviewees who had not experienced a service failure 
In contrast, the other 8 interviewed Interviewees stated in their questionnaires that there was 
no recovery attempt made. These Interviewees were asked about the situation and how they 
felt about the outcome of the failure. If they stated that they were not satisfied then they were 
asked what could have been done to make them happier or more satisfied. 
Interviewee 1 shared that he understood the situation and that the failure was not major 
however it was still "annoying" (lack of leg room). He understood that there were a minimal 
number of seats with the additional leg room and understood that priority was given to those 
who needed those particular seats. Although interviewee 1 believed that the lack of leg room 
was an inconvenience, he was quite happy to accept that there was very little the cabin crew 
could do about the situation. He said: 
I asked about it at the time but they said no because it was all full. 
Also I am very understanding with people with disabilities because 
they are the kind of people I used to work with so you have to think 
about that so really .. ./ don't ask for anything because there are 
generally people who are more deserving 
Interestingly, although they Interviewee indicated that he was not satisfied at the end of the 
flight, there was nothing that the Interviewee could suggest to make him more satisfied. 
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Interviewee 2 expressed his disappointment with the lack of facilities on a budget airline and 
also that the cabin crew were too focused on selling merchandise to the passengers instead of 
providing service. She said: 
I was already a bit grumpy because there was no in-flight entertainment ... 
The interviewee continued ... 
The only time you saw them really was when they were trying to sell stuff They were not as 
accommodating as the cabin crew on other flights I had been on. 
Interviewee 2 shared that no recovery attempt was made and that he didn't expect one to 
occur. The Interviewee said that if the cabin crew had been more attentive then the service 
failure would not have had such a negative impact on their travel experience. Also the 
Interviewee had high expectations of the service from positive word of mouth advertising. 
This had a damaging effect on the outcome of the encounter because not only had the 
Interviewee experienced a service failure, the service which was supposed to be one of the 
better qualities of the airline, was poor. This reiterates one of Davidoff's laws of service. 
Satisfaction= Perceptions - Expectations. In this case satisfaction was not achieved as 
perception did not meet the expectations. 
Interviewee 4 was unsatisfied with the cabin crew (as a whole) and felt that no recovery 
could be made as it was the cabin crew who initiated it. He said: 
I didn't expect to get anything or anything to be done because well 
there is nothing they can do really about having no TV it was just 
tough luck really. As for their service well ... they gave the bad 
service so how are they supposed to fix it? It's just the way they 
are. 
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As explored above, interviewee 4 expressed that the cabin crew onboard that particular flight 
was arrogant and that they didn't look after the passengers. The Interviewee stated in the 
questionnaire that no recovery attempt had been made. Thus, in the interview the Interviewee 
was asked what recovery could have been attempted. The reply was: 
I don't think the situation could have been fixed half way they 
would really have had to be more considerate towards people in 
the first place. They need to be more sympathetic towards people's 
needs especially when they are out of their comfort zone. Also 
when they are so bitchy and snobby it makes them look really 
unprofessional which puts your back up to start off with. 
Interviewee 6 shared earlier that the failure experienced was caused by the carelessness of the 
cabin crew. The Interviewee also shared that no recovery attempt was made: 
The girl that spilt the drink on me just gave me a towel to mop up 
some of the extra tea. After that they didn't even care. They never 
came back to check on me or to see if I was burnt or anything. 
She just said sorry and walked off 
The interviewee was then asked how that made them feel. She replied: 
Angry. The tea was hot. I could have been badly burnt, the only 
reason I wasn't is because I had a towel/blanket over me at the 
time. 
Interviewee 8 shared that the airline would not cater to all passengers and would not 
compensate to those who were inconvenienced by the limited choice of meals. She said: 
Yeah like usually they would give you something like they would 
leave their customer hungry and they just said that they had 
83 
nothing and I really don't believe that they had nothing. They 
must have had something but thank god my friend eats pork so he 
gave me his muffin so it wasn't that bad but I was still pissed off, 
the whole flights menu was pork so breakfast was pork, lunch 
was pork and dinner was pork and they didn't have anything 
else. 
5.2.3 The cabin crew's role in service recovery 
A common theme between the Interviewees who had not experienced an attempted service 
recovery was that they felt that the cabin crew had the opportunity to rectify or at least 
recognise that the passengers had been inconvenienced. It was also evident that the cabin 
crew could also make the situation worse before making it better. 
In Interviewee 2's case, the cabin crew had actually created the problem in the first place. 
The initial problem was that the Interviewee felt that the cabin crew were too busy selling 
things to the other passengers. This may have been made worse by the fact that the normal 
service was neglected as a result. He said: 
I want the cabin crew to be a bit nicer, friendlier and actually look after you. 
This idea that the cabin crew could make things better or worse was reiterated by Interviewee 
4 stating 
I honestly think that the cabin crew just couldn't be bothered 
serving, I have no idea why because it is what they are paid to 
do ... They [the cabin crew] need to be more sympathetic towards 
people's needs especially when they are out of their comfort zone 
In this case if the cabin crew had been more attentive toward the passengers and their needs 
then the failure could have been avoided and satisfaction could have been achieved. 
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Although the failure in interviewee 6's case was different from interviewee 2 and 4's the 
outcome was the same. The passenger left unsatisfied because of the cabin crew's efforts ( or 
lack of). Interviewee 6 had hot tea accidentally spilt on them during a long haul flight to 
Japan . 
. . . 2 of them [ other cabin crew J saw but they didn't care either because it wasn't their fault. 
The girl that did it avoided my eye contact as well. She was stupid 
Interviewee 6 felt neglected as after the failure occurred the flight attendant ignored the 
failure. They had the opportunity to rectify the problem but they decided to instead ignore it 
thus causing further dissatisfaction. In interviewee 8' s case the failure was heightened by the 
cabin crew. They were like well we tried and it didn't work so now it's your problem 
5.2.4 The importance of communication 
Communication is vital in producing quality service. Not only is it vital that the cabin crew 
communicate with each other, but they must ensure that they communicate with the 
passengers. Communication can enhance an attempted recovery but more importantly it can 
aid in avoiding the failure all together. 
Interviewee I said that the cabin crew lent a sympathetic ear when the interviewee 
complained about the lack of leg room. Although the cabin crew were sympathetic to the 
interviewee, they explained that there was nothing that they could do as there were no other 
seats with more leg room that the interviewee could move to. As the cabin crew kept the 
passenger informed and communicated with them, the failure was kept to a minimum. 
Interviewee 2' s failure was initiated by the fact that the aircraft did not have any 
entertainment systems installed. There was a lack of communication between the airline and 
the airline passenger. During the interview the interviewee was asked whether he knew that 
that particular airline had no entertainment systems and he replied: 
No. If I had of known I would have paid the extra $20 and flown [the normal national airline] 
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Better communication between the airline and its passengers would have prevented these 
failures. In cases where a service failure or inconvenience to the customer is unavoidable 
communication is a way to ensure that the situation is fully understood and potential 
problems are avoided. Interviewee 5 explained how she had found out that they had to wait 
for the next flight due to the flight being overbooked, saying: 
We went to check in and the lady was like sorry the flight is full there are no seats left. She 
didn't really care, she said it happens all the time and not to take it personally. It was 
frustrating. 
This 'frustration' could have been minimised or avoided had they communicated differently. 
If the airline personnel on check-in were more empathetic and explained the situation more 
clearly then, although the passengers were still inconvenienced, the ill feelings are potentially 
minimised. 
Communication was very important in interviewee 3's case. As it was a mechanical failure 
(the doors would not open) there was not much the cabin crew could do. In this case the 
captain informed the passengers of the problem but didn't elaborate further. She said: 
I would suggest that the captain or the crew announce to a group of 
us or explain to us what actually happened. Tell us a bit of 
information so we know what's going on 
If the airline personnel communicate with the passengers and keep them informed, they will 
be more understanding and possibly more receptive to the attempted service recovery. This 
was reiterated by interviewee 3. 
Communication is vital not only during the flight but also before and after the flight. 
Communication can be used to inform passengers, avoid potential failures and aid attempted 
recoveries. However, in any situation communication is a two way relationship. The airline 
and its staff must ensure that passengers are able to communicate with the airline and its 
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staff. Interviewee 4 shares how a communication breakdown made the experienced failure 
worse as there was no way to leave feedback about the experience. She said: 
"A [feedback option] didn't exist. I tried for ages to look I even 
tried writing to them but there was no way to contact them. That 
really pissed me off because it felt like they got away with 
treating me like crap and no one who matters will ever know. " 
5.2.5 Compensation I recognition 
This idea of being compensated for an experienced inconvenience was explored throughout 
several of the interviews. Interviewee 4 recalled a negative flight experience where there was 
a shortage of food and also the entertainment facilities were broken: 
"Well my seat was broken and I told them and they didn't care, the 
video TV thing didn't work and it was a long-haul flight, I thought we 
got ripped off because we got nothing for what we paid. " 
The interviewee explained how no compensation was offered to rectify the failure and also 
that none of the cabin crew would acknowledge that some passengers had been 
inconvenienced. The interviewee felt that some form of recognition would have helped the 
situation. 
Interviewee 5 also received no compensation or recognition for their service failure 
(cancelled flight). When the interviewee was asked if any compensation or recognition was 
given the interviewee replied: 
They didn't see it as a big deal because it happens all the time. So we just 
had to sit and wait. There were I 2 of us that didn't get onto that flight. They 
didn't really care. They didn't say or do anything ... 
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Interviewee 6 was left disappointed after a flight from Japan to Australia when one of the 
cabin crew spilt hot tea on her. Although a towel was given to assist in cleaning up the mess 
no other compensation or recognition of the event was given by any of the members of the 
cabin crew. As mentioned earlier, she said: 
The girl that spilt the drink on me just gave me a towel to mop up some of 
the extra tea. After that they didn't even care. They never came back to 
check on me or to see if I was burnt or anything. She just said sorry and 
walked off 
In this case the interviewee though that a simple apology was not sufficient recognition for 
the failure. No compensation or follow up care was given which left the interviewee feeling 
uncomfortable and angry. 
Being offered some form of compensation does not guarantee passenger satisfaction. This 
was the case for interviewee 7 who was compensated for a cancelled flight but not for the 
issues with the luggage. The interviewee explains below. 
Well yes I was bothered about compensation because the luggage is your 
stuff and then it comes back all beaten up it's like "how dare they" and 
people don't even care. They should, it is not theirs and it cost me money 
and it's just annoying. With the food I think that they didn't put enough 
food on the plane in the first place because on [a budget airline] you have 
to pay for the food so they don't put enough on for everyone. I was sitting 
at the back and for some reason everyone was hungry so by the time they 
got to me everything had run out. The flight with [a budget airline] was the 
last leg of my journey from America so I was really hungry and had to sit 
for another 6 hours with no food after a cancelled flight. Not happy. 
As can be seen, being compensated for one thing or aspect of the failure does not mean that 
the customer is happy. The interviewee shared that they were not after compensation rather a 
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solution to their problem or some kind of recognition that there is a problem and people have 
been inconvenienced. 
Interviewee 8 was not offered any kind of compensation or recognition for 
their service failure. The interviewee did go on to suggest what could have 
been done to fix the problem: Yeah if they had offered me more muffins or 
biscuits to chew on then ... 
Interviewee 10 reiterated that satisfaction cannot be achieved through compensating for an 
inconvenience. The interviewee explained that he did not believe that he could be 
compensated for the bad experience: 
What can you give someone when they have just had stupid people to deal 
with? The flight was ok, the seat was ok, I just had lousy service. What can 
you do about it? 
5.2.6 Most successful/unsuccessful techniques to achieve satisfaction 
Three main themes became evident throughout the interview process. These themes 
addressed passenger satisfaction, how best to achieve it and what was done to hinder 
satisfaction. 
Passengers were generally more open or receptive to attempted service recoveries when the 
failures were not initiated by the cabin crew. Also although a negative experience may be 
remembered by the passenger, it does not mean that the failure or inconvenience will not be 
forgiven. This was the case for interviewee 1: 
I suppose I wasn't too upset because I know that those seats are generally 
reserved for people who suffer with stiff legs or for mothers with babies, 
etc., so I suppose you can't really complain. 
89 
i, 
In interviewee 2's case, the failure was caused by the passenger's expectations not being met 
(in respect to in-flight entertainment). The failure was then heightened by the cabin crew's 
poor service. He said: 
I was already a bit grumpy because there was no in-flight entertainment 
and the crappy service really didn't help. I don't think they could have 
totally fixed it but they could have made it a lot better. 
Interviewee 3 reiterates what interviewee 1 has said. Although the interviewee had 
experienced a service failure, she was still satisfied and has flown with the airline again as 
indicated by. 
I would suggest that the captain or the crew announced to a group of us 
or explain to us what actually happened. Tell us a bit of information so 
we know what's going on. About the situation too. But there was nothing 
they could have done it was one of those unforseen events. 
Interviewee 5 shared how exceptional cabin crew service aided in recovering from the failure 
and left them feeling satisfied. She said: 
The cabin crew on the next flight were exceptional. They were so 
attentive and caring. I couldn't fault them. 
5.2. 7 Other Emergent Issues 
Retaining satisfied customers leads to gaining loyal customers. This is especially important 
in the airline industry as discussed in the literature review. Airlines need to be cautious about 
service failures as not only may it impact the particular flight which it occurs on, it may also 
influence passenger's future flight decisions. If a service failure is not handled properly then 
not only will the airline involved in the failure lose the customer, it may push them toward 
their competing airlines. This was the case for interviewee 2: 
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I think that the in-flight entertainment is very important and also I 
don't want to be stuck in a plane with a bunch of sales people. I want 
the cabin crew to be a bit nicer, friendlier and actually look after you. 
If there was a huge difference in price then maybe but for the sake of a 
few dollars I would rather fly a full-service airline. I will go back to 
my usual airline. 
Interviewee 3 showcases the importance of airline loyalty. Although the interviewee 
experienced quite an inconvenient service failure, she still flies with that particular airline as 
it is still their preferred one. Also the interviewee was asked whether she had ever 
experienced any other problems with that airline. She responded: 
Umm no, because it is an unforseen event. I've had no other problems. 
Interviewee 8 reiterated what interviewee 3 had felt. If passengers are loyal to a particular 
airline they are generally more forgiving in the event of a service failure. She said: 
[A national airline] service is generally very good so yes I think that that was a one off 
A passenger's past flight experiences have a major influence or their airline of choice. For 
instance, interviewee 8 shared how [the national airline] is generally her airline of choice. 
Also when they do fly with another airline the entire experience is compared with past 
experiences on [the national airline]. 
... but the fact is that they didn't bother to offer me anything else they 
were just like "ok if you are really hungry ask me for milk or 
something" you know? So usually [the national airline] they would 
offer you something. 
Service is vital in creating a satisfied customer. An important aspect of flying, highly 
regarded by passengers, is their comfort, which is vital if satisfaction is to be achieved. Eight 
out of the 10 interview interviewees had issues with comfort on the particular flights that 
they had experienced the failures. Interviewee 1 had comfort issues with the leg room, 
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interviewee 2 was not comfortable throughout the flight as there was no in-flight 
entertainment, interviewee 3 was uncomfortable as they were stuck in a stuffy plane, 
interviewee 4 had issues with lack of food and felt generally uncomfortable throughout the 
entire flight, interviewee 6 was left feeling uncomfortable after a flight attendant spilt tea on 
her, interviewee 7 was uncomfortable as there were long delays followed by a lack of food, 
interviewee 8 had experienced a similar situation to interviewee 7 where there was not 
enough food and interviewee 10 was made uncomfortable by the cabin crew. Although the 
experienced failure may not have started with comfort issues, comfort does contribute to the 
satisfaction levels of airline passengers. 
Some issues involving cultural perceptions and impact came through during the interview 
process. Interviewee 4 perceived the French staff to be arrogant and snobby due to a negative 
experience believed to be caused by the cultural background of the cabin crew. 
Interviewee 8 also believed that the failure was impacted by cultural differences. 
"For the [US airline] they were like really rude they refuse to serve us 
until they served all the white people .... I will only take those two 
airlines if I am desperate like if there is no other airline travelling to 
where I want to go then I'll take it, otherwise no way!" 
A common theme that came through in all three sections was the airline staff attitude. The 
interviewees all agreed that it was not what the cabin crew did that mattered it was how they 
did it. The cabin crew could carry out all the procedures perfectly however if the manner in 
which they carry it out is not appropriate then the customer may still feel unsatisfied. 
5.3 Summary 
Thematic analysis of the data from the qualitative interviews revealed several interesting 
themes which not only supported the outcomes from the quantitative data but also added 
depth and greater understanding to the research. 
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Although the interviewees all experienced different service failures on different airlines, 
similar themes and feelings emerged. The interviewees felt that the failure was more serious 
when it was initiated by the cabin crew. The analysis also revealed that in many cases a 
minor failure was exacerbated by the cabin crew. 
The interviews also addressed whether or not a service recovery was attempted and also if 
the attempt was successful. Interestingly only a small number of the interviewees actually 
experienced a service failure. This was supported in the outcomes of the quantitative 
analysis. The interviewees who had experienced an attempted service recovery shared what 
sort of recovery they had experienced. The interviewees who had not experienced an 
attempted recovery were asked about what they would have liked to have occurred in that 
situation. Three key themes were covered in the interviews. These themes addressed the 
cabin crew's role in the attempted recovery, the communication between staff and also 
between staff and passengers and also being offered some form of compensation for the 
experienced inconvenience. The alarming outcome from this analysis was that the failures 
could have been easily recovered. The cabin crew's attitude and effort had a significant 
impact on the outcome of the service encounter. 
Finally other emergent issues were explored. These issues included passenger loyalty, 
cultural perceptions, and the importance of service. The main recurring theme which 
emerged was the impact cabin crew had on a service encounter. The journey a passenger has 
with an airline can be made or broken by the cabin crew. 
The implications of these findings are discussed in the next chapter. 
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Chapter Six: 
In-Flight Entertainment 
Discussion of results 
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6 Discussion 
This chapter explores the relationships and outcomes from both the qualitative and 
quantitative components of this study. To reiterate, a mixed research methodology was 
adopted so that answers to the research questions could be quantified and supported by 
the feelings and motivations behind the passenger's actions. This enabled richer and more 
in-depth data to be collected so that a better understanding of the issues and feelings 
could be explored. 
The title of this study was "In-flight service recovery: What's been tried, what actually 
works?" Three research questions were developed to assist in answering the main 
research questions 
• What service breakdowns or failures tend to occur in-flight? 
• What are the attempted service recovery techniques? 
• Which of these techniques if any were most successful? 
This chapter explores the outcomes from the data collection and analysis and answers the 
research questions. 
6.1 Service Failure 
The concept "service failure" in this context is when an airline passenger is 
inconvenienced by someone or something. The research tool for this study incorporated 
both quantitative (via questionnaires) and qualitative (through short interviews) research 
methods. The questionnaires were then analysed using SPSS, running descriptive 
analysis, Pearson's bivariate correlations and t-test. Thematic analysis was used to 
analyse the qualitative data. 
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6. I. I What impacts service failures? 
The descriptive statistics revealed that the majority of the service failures experienced 
were caused by the cabin crew on board the flight. Other causes of failures included 
delays, meal issues, and physical issues on the plane, such as problems with the fixtures. 
As mentioned in the literature review, service failures are often not initiated in-flight and 
can occur in various forms. The Pearson's bivariate correlations showed that poor cabin 
crew onboard the flight caused a significant number of failures. This just reiterates how 
important service is, not only to the airline industry but to any industry around the world. 
These findings support previous studies done in the service industry, in that service staff 
have a significant impact on the outcome of a service encounter (Bamford & Xystouri, 
2005; Boshoff, I 997; Kandampully, 2002). 
By using Pearson's bivariate correlations on the data, significant relationships and trends 
were identified which will bring meaning to the descriptive results obtained. Firstly, the 
correlations indicated that ticket class, purpose of flying and the type of the failure all 
have a significant relationship with whether or not passengers have experienced a service 
failure. The relationship between ticket class and whether or not a passenger experienced 
a service failure implies that service failures are more likely to be experienced in 
economy class as opposed to first class. This may be due to the higher number of 
passengers in economy class or possibly even a number of contributing factors such as 
less facilities or choices in meals. This was strengthened by the interviewee's. All the 
interviewees who had experienced a service failure had travelled in economy class. One 
of the interviewees had even suggested that the reason they believed that the service was 
of poor quality was because the cabin crew were looking after too many people. It is 
essential that cabin crew are properly trained not only technically (i.e., learning airline 
procedures), but also personally. Cabin crew staff should be trained to deal with many 
different types of people in many different situations so that no passenger is left feeling 
unsafe and neglected. This may include, recognising different passengers cultural 
backgrounds. If the cabin crew have some form of cultural awareness then their 
interaction may be more personal and satisfying (Hopkins, Hopkins, & Hoffman, 2005). 
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The findings from this study support previous literature which emphasises the importance 
of both employee satisfaction and employee empowerment. Satisfied and empowered 
employees no only recover from service failures, they also play a vital role in avoiding 
the service failure altogether (Bamford & Xystouri, 2005; Boshoff & Allen, 2000; Jong 
& Ruyter, 2004) 
An interesting relationship which also emerged was between purpose of flying and 
whether or not a service failure was experienced. This implies that passengers who fly for 
business are less prone to service failures whereas people who fly for vacation or 
education are more prone to experiencing service failures. This may because of the 
passenger's expectations. A passenger who is flying for business would be a more 
experienced traveller and may not need as much attention whereas someone travelling for 
vacation (who does not travel often) may need more care and attention so that they feel 
more comfortable. Different types of passengers expect different things from the airline 
and their staff. This reflects (Sultan & Simpson-Jr, 2000)' s previous study which 
explored airline passenger expectations. 
These relationships between experienced service failures and ticket class, purpose of 
flying and types of failure were all supported through the qualitative component of 
research. All 10 interviewee's supported the relationships which emerged from the 
statistical analysis. The interviewee's who experienced a service failure were all 
travelling in economy class and they were all travelling for vacation. 
An interesting relationship which emerged was between airline satisfaction and airline 
loyalty programs. It was found that passengers who were members of these loyalty 
programs were no less prone to service failures than people who were not. Airline loyalty 
programs are implemented to encourage passengers to use one particular airline and 
reward them for their repeat business. In many cases passengers who are members of 
these loyalty programs experience just as many service failures as passengers who are not 
members, as membership does not safeguard passengers against this kind of situation. 
This was true for interviewee 9. Although passengers who are members of these loyalty 
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programs are no less prone to experiencing a service failure, attempted service recovery 
can be beneficial for their future intentions, if treated well. Members of loyalty programs 
are more inclined to provide repeat business as they are rewarded to do so. 
6.1.2 Can satisfaction still be achieved if a service failure occurs? 
Whether or not a passenger actually experiences a service failure has a significant impact 
on their satisfaction level with an airline. If they experience a service failure then often 
their expectations are not met and satisfaction cannot be achieved. The seriousness of the 
failure experienced has a significant impact on their satisfaction level with an airline. If 
the failure is only minor then satisfaction may still be easily achieved. This was reiterated 
during the interviews. Those interviewees who experienced a minor failure felt that it 
could have been easily resolved and that satisfaction could still have been achieved. If the 
passenger is not satisfied with the airline then they will avoid that particular airline. 
However, if they leave satisfied with the airline then they may continue to provide that 
airline with repeat business. This too was reiterated by interviewee 3. Although she had 
experienced a service failure, she was still satisfied with the airline and has continued to 
utilise this airline when she travels. This was because the failure was considered to be 
quite minor and also the interviewee had used the airline before and had not experienced 
any problems or mishaps. This supports previous literature investigating the role rapport 
plays on a service encounter. The literature informs the reader that if positive rapport is 
built early on in a relationship then passengers or customers tend to be more forgiving in 
the event of a service failure and also they may be more receptive to attempted service 
recovery's (DeWitt & Brady, 2003; Gremler, Gwinner, & Brown, 2001) 
There was a negative relationship between repeat business and experiencing a bad flight 
experience. Five other relationships emerged from the correlations which impacted 
passenger satisfaction. The results showed that that if passengers experience a bad flight 
where no recovery attempt was made, then they are less likely to provide repeat business. 
Another interesting relationship was between the seriousness of the failure and the airline 
involved in the failure. This relationship implied that some airlines were found to have 
encountered more serious failures than others. This may be due to the fact that not all 
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airlines market themselves the same way. For example, in Australia, the two main 
domestic carriers are Qantas and Virgin Blue. Although they are competing with each 
other, they market themselves to different segments. Virgin Blue market themselves as a 
budget airline, which means that they are significantly cheaper however they do not offer 
the same services as a full-service airline. Often passengers may be left disappointed as 
their expectations are not met. This was the case for interviewee 2. The failure was 
initiated by the lack of on-board facilities which did not meet the interviewee's 
expectations. The situation was then made worse by rude cabin crew on-board that flight. 
As a result the interviewee left unsatisfied and said that they would not fly with that 
airline again. 
The correlations also showed that whether or not the cabin crew find out about the 
service failure impacted the effect the cabin crew had on the travel experience. This 
indicates that if the cabin crew found out about the failure then it would have a positive 
effect on the passenger's travel experience as the failure may have been fixed, or at the 
very least, acknowledged. 
6.2 Service Recovery 
Both qualitative and quantitative methods of research were used to investigate what 
service recovery techniques were being attempted. The questionnaire not only aimed to 
find out what failures are experienced in-flight, it also aimed to explore if any service 
recovery was attempted. Interestingly only 22.6% of the respondents that had 
experienced a service failure had experienced an attempted service recovery. This means 
that 77.4% of the respondents were potentially left in an unsatisfied state of mind 
(reiterating the need for further study). 
6.2.1 What recoveries are being attempted? 
The questionnaire explored what type of service recovery was being attempted. The 
results showed that the respondents most commonly experienced some form of 
compensation, an apology or the cabin crew would try to fix the problem. As discussed 
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below the findings supported the literature on service recovery (Boshoff, 1997, 2005; 
Robbins & Miller, 2004 ). Although not all the recovery techniques were mentioned, they 
were experienced by the different respondents. Attribution theory (Boshoff & Leong, 
1998) was found in many of the cases, where the perceived cause of the failure impacts 
how the passengers reacted. If a failure was believed to be avoidable and caused by the 
carelessness of the cabin crew then passengers appeared to be less forgiving or receptive 
to an attempted service recovery. This supports previous literature in both attribution 
(Boshoff & Leong, 1998) and also justice or fairness (McColl-Kennedy & Sparks, 
2003).However, if the failure was instigated by something beyond the cabin crew's 
control then the passengers were more forgiving and also more receptive to an attempted 
recovery. 
Apologies were used in many different cases reflected on by the respondents. Apologies 
are important as they are a form of recognition or acknowledgement of a problem or 
inconvenience caused to a passenger. These findings support (Boshoff & Leong, 1998; 
Johnston & Fem, 1999; Levesque & Gordon, 2000) previous studies investigating the 
effectiveness of apologies, as a service recovery tool. The questionnaires also revealed 
that assistance was offered by the cabin crew trying to fix the problem. This supports 
(McDougall & Levesque, 1999) study, reiterating the importance of offering a passenger 
some form if assistance if a service failure has occurred. Employee satisfaction impacted 
how the cabin crew delivered service, and also how they recovered from failures. 
(Bamford & Xystouri, 2005) studied employee satisfaction and the role it played on the 
outcome of a service encounter. The findings from this research project supported 
(Bamford & Xystouri, 2005) theories. The questionnaires revealed that empowered 
employees had the authority and knowledge to deal with the problems as they occurred 
which proved to be effective in regaining passenger satisfaction. These findings 
concurred with both (Boshoff & Leong, 1998; Jong & Ruyter, 2004) theories. Also, the 
importance of the timeliness of the recovery attempt emerged from the results. (Johnston 
& Fem, 1999) revealed that the timeliness of an action had a significant impact on the 
outcome of an attempted service recovery. Also reviewed in the literature was using 
compensation as a service recovery method. Compensation proved to be one of the most 
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effective recovery techniques and analysis of the data also showed that communication 
was vital not only during the attempted service recovery but also during the actual service 
encounter. This supported (McDougall & Levesque, 1999) previous study. 
Cabin crew attempting a different action to satisfy passengers also played a role in the 
satisfaction with an airline. This 'different action' is when cabin crew make another 
attempt to satisfy if the original attempt fails. Also it can be when the cabin crew go 
beyond what is expected and use their initiative. Often following company procedures is 
not enough to create passenger satisfaction. These results indicate that the cabin crew 
must attempt to do something different in order to achieve passenger satisfaction. The 
attempt itself may not ensure satisfaction rather the effort that is made does. The cabin 
crew must show initiative and care for and about the passengers. This was reiterated by 
interviewee 8 who experienced a service failure regarding the food onboard her particular 
flight. She shared that she was quite happy to eat muffins throughout the flight; the 
problem was that the cabin crew made no attempt to solve the problem, instead saying 
there was nothing more they could do. This supports previous the previous study by 
(McDougall & Levesque, 1999) which emphasised the importance of offering some form 
of assistance. 
Interestingly, a relationship emerged between age and a different action to satisfy. The 
analysis shows that older passengers want the cabin crew to attempt something different 
to what has already been tried (i.e., make an effort) in order to satisfy. This may be 
because they are more experienced flyers and their expectations may be set higher by 
their past experiences. Airlines must aim to not only meet passengers' expectations but to 
exceed them. These expectations must be exceeded if satisfaction is to be achieved. This 
reiterates Davidoff' s first law of service (S=P-E) discussed in the literature review 
(Davidoff, 1994 ). 
6.2.2 Who attempts the recovery? 
Service recovery can be attempted by any member of airline staff as soon after the failure 
as possible. The literature shows that timeliness has a significant impact on the success of 
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the recovery (Johnston & Fem, 1999). Due to the limited sample size it was not possible 
to measure any significant relationship between the success of the recovery and the time 
it took to take place. Nevertheless, the results indicated that the sooner the service 
recovery was attempted, the more successful it appeared to be. 
It is often not what someone does, but how they do it. This 'understanding' was explored 
in this study. Respondents were asked about the cabin crew's attitude during their flight 
experience, more specifically, during the attempted service recovery. The way that the 
cabin crew attempt the recovery affects how successful it is (McColl-Kennedy & Sparks, 
2003). Interviewee 5 shared how she had experienced a service failure but had left 
satisfied because of the cabin crew's efforts. She said that it wasn't what the cabin crew 
did but how they did it. Unfortunately this isn't always the case. The descriptive analysis 
of the questionnaires revealed that in 60% of the cases, the cabin crew's attitude was 
negative and they were described as negative and rude. This exacerbated the failure and 
counteracted the attempted service recovery. 
It is the responsibility of all airline personnel to ensure that the passengers leave satisfied 
with their flight experience. Thus the questionnaire aimed to find out who attempted the 
recoveries in the case of a failure. As this study focused only on in-flight service 
recoveries, only the attempts that were made in-flight were considered. The results from 
the descriptive analysis of the questionnaire showed that only 19.4% of the attempted 
recoveries were attempted by the person or persons who initiated the failure. This 
reiterates that it is the responsibility of the entire airline staff to ensure that the passengers 
are comfortable and satisfied. Although the cabin crew have significant limitations in-
flight (i.e., time, space, resources and facilities), they have an optimal opportunity to 
attempt service recovery. This is because the cabin crew have a captive audience and also 
they have more interaction time with the passengers. The results show that 81 % of 
service recoveries were attempted by the cabin crew even though they may not have been 
them that initiated them. 
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It was also important to investigate if the staff attempting the service recovery (in this 
case the cabin crew) had the authority to rectify the problem. Two thirds (67%) of the 
respondents believed that the cabin crew had sufficient authority to deal with the issue. 
This supports the findings from the literature on employee empowerment (Jong & 
Ruyter, 2004) 
6.2.3 Consequences if a recovery is not attempted 
It is understandable that if service recovery is not attempted then the passenger may leave 
unsatisfied. This relationship emerged from the Pearson's bivariate correlations. It has 
already been established that in order for a passenger to be satisfied with an airline they 
must be first satisfied with the cabin crew. Variables that impacted satisfaction with the 
cabin crew were examined. Discussed above was the idea that passengers tended not to 
be satisfied with the airline if the cabin crew didn't attempt to make the flight more 
enjoyable or attempt a different action to satisfy. This is the same for satisfaction with the 
cabin crew. Two interesting variables which impacted satisfaction with the cabin crew 
were age and education. The correlations showed that the older the passenger the more 
likely they were to be satisfied with the cabin crew. A positive correlation was also found 
with education level of respondents. Passenger satisfaction was also positively correlated 
with their perceptions of the cabin crew's level of training in areas such as service, 
service recovery and also safety procedures. 
6.3 Success and Satisfaction 
6.3.1 Success of the attempted recovery 
An important question in the questionnaire aimed to examine whether the respondent 
believed that the attempted recovery was successful. Interestingly 50% of the respondents 
believed that the recovery was successful leaving the other 50% unsatisfied. It is difficult 
to explain why 50% of the attempted recoveries were unsuccessful as there are so many 
variables which could affect the situation. Most unsuccessful cases were because the 
cabin crew either could not or would not attempt to rectify the problem. It was also 
interesting to find that in many cases airline passengers did not complain about their 
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experienced failure. It is essential that the cabin crew are trained to look for the signs of 
customer discomfort and dissatisfaction so that the opportunity for recovery is not 
missed. Employee training is essential in cases like this as reiterated in the literature 
(Boshoff, 2005; Boshoff & Leong, 1998). 
The outcome of an attempted service recovery can be influenced by any number of 
variables. The results showed that if a different action to satisfy was not attempted then 
the attempted service recovery was unsuccessful. If however, a different action was 
attempted, the passenger was more inclined to leave satisfied. The cabin crew's efforts 
had a significant impact on the success of an attempted recovery. If the passengers felt 
that the cabin crew had not put enough effort into the service encounter they may leave 
unsatisfied even though all the technical aspects of the flight may have been faultless. 
Experiencing a service failure and subsequent service recovery may affect the 
passenger's feelings and experience. Interestingly less than half of the respondents were 
happy about the recovery process. They reported feeling angry, annoyed, dissatisfied, 
disenchanted, fearful and neglected. In contrast, passengers who were satisfied with the 
recovery process described the cabin crew as positive, OK, good, happy and informative. 
These findings support previous studies looking at the justice theory (Campbell & Finch, 
2004) 
6.3.2 Satisfaction with the recovery attempt 
Airline passengers' current perceptions of airline service are shaped by their satisfaction 
with previous flight experiences. Thus it is important to investigate what impacts on 
passenger satisfaction. The questionnaire explored satisfaction with both the airline and 
the cabin crew. These relationships are discussed separately to ensure that the 
relationships are understood. 
There was a strong positive relationship between satisfaction with the airline and 
satisfaction with the cabin crew. This generally means that passengers who are satisfied 
with the cabin crew leave satisfied with the airline. However, if passengers are 
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unsatisfied with the cabin crew then they leave unsatisfied with the airline. This was 
confirmed by the qualitative results. Interviewee's 2, 4, 6, 7 ,8,9 and 10 were all 
unsatisfied with the cabin crew and subsequently the airline as a whole. 
Although service recovery is an excellent way to bring passengers back to a state of 
satisfaction, there were many instances reported where a recovery was not even 
attempted. It is essential that the cabin crew attempt service recovery in the event of a 
failure. The outcomes from the correlations support this notion. Passengers who 
experienced a service failure and did not experience an attempted recovery were more 
inclined to change airlines. This was reiterated throughout the interview process. 
The results from both the quantitative and qualitative analysis have been reported and 
discussed. What these results mean to the overall study are discussed in chapter 7. 
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Chapter Seven: 
Thank you for flying with 
us today! We look forward 
to seeing you again! 
The Answers 
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7 What this means for the airlines and their passengers 
The answers to the research questions derived from the questionnaire and interview 
responses are discussed below, showing how they impact the airline industry and its 
passengers. 
7 .1 Research Question 1 
What are the service breakdowns or failures occurring in-flight? 
7. 1. 1 What is the most common failure? 
No dominant failure emerged from the data, only that the majority of the failures were 
indeed initiated by the cabin crew. Other significant causes of failures included delays, 
issues with the meals on-board the plane and physical issues with the plane such as lack 
of facilities. 
7.1.2 Which had the biggest impact? 
The way which the cabin crew handled situations had the biggest impact on the 
passengers and their level of satisfaction after the flight. Interestingly, failures which 
were initiated by the cabin crew had the biggest (negative) impact on the passenger's 
level of satisfaction at the end of the flight. 
7.1.3 Who was responsible? 
The results also showed that although there were other service failures which were not 
initiated by the cabin crew, those failures that were, were perceived to have the biggest 
impact on the passengers' travel experience. 
7.2 What are the attempted recovery techniques? 
7.2.1 What sort of recovery was being attempted? 
A number of different service recovery techniques were attempted by the cabin crew. The 
most common service recovery attempts were offering some form of compensation, 
offering an apology and trying to solve the problem on the spot by offering some form of 
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assistance. The type of recovery attempted depended on the type of failure and also its 
seriousness. 
7.2.2 Who attempted the service recovery? 
The cabin crew were responsible for attempting the majority of the service recovery's as 
they had the best opportunity for a successful outcome due to the longer amount of time 
spent with the passengers. In some instances the ground crew and airline human resource 
personnel attempted some form of recovery as the cabin crew were not in a position to do 
so. These attempted recoveries were usually to offer assistance or some form of 
compensation. 
7.2.3 What was the attitude of the staff attempting the service recovery? 
The attitude of the cabin crew was found to have a significant impact on the outcome of 
an attempted recovery. Interestingly, in more then half of the cases, the cabin crew's 
negative attitude had a negative impact on the outcome of the recovery. Those 
respondents whose recovery was attempted by a cabin crew member with a more positive 
attitude appeared to be more satisfied with the situation at the end of the flight. 
7.3 Which of the techniques if any were the most successful? 
7. 3.1 Was the service recovery successful? 
For this study, only 50% of the attempted recovery techniques were successful. The main 
contributing factor was the cabin crew's perceived poor effort or negative attitude. 
7.3.2 What made the recovery successful? 
A combination of service recovery techniques proved to be the most successful, 
especially when the attempt was being made in a timely manner to optimise the 
recoveries effect. The sooner the recovery attempt, the more successful it appeared to be. 
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7.3.3 How did the customers feel? 
The passenger's feelings were associated with the outcome of the attempted recovery and 
also reflective of the cabin crew staff. This study found that an overwhelming number of 
passengers were disappointed with the recovery process. This may have been because 
they were disappointed, not only that the failure actually occurred but with the recovery 
attempt itself, meaning that their expectations were not met 
7.3.4 Could staff have done anything differently? 
Just over half of the respondents said that the cabin crew could have done something 
different or something more to achieve satisfaction. Whether this is a different recovery 
attempt or possibly a different attitude, the respondents felt that the cabin crew did not 
make a good enough effort to rectify the problem. This question could be investigated as 
a stand alone topic as there are so many influencing variables that could affect the 
outcome. The cabin crew may have been restricted with what they could attempt due to 
lack of resources, time, space, etc. 
Figure 7 .1 illustrates the most common factors which influence an attempted service 
recovery, all of which were discussed above. 
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Figure 7.1 - The key influencing factors of service recovery 
7.4 Implications of Findings 
The outcomes of this research project had a number of implications for the airline 
companies, the cabin crew and also the airline passengers. 
This study examined three critical aspects of a negative service encounter; the service 
failure, the attempted recovery and the passenger's satisfaction levels at the end of the 
flight. The outcomes of this study will especially assist airline management to understand 
the types of failures occurring in-flight and also which of these have the greatest impact 
on passenger's satisfaction. The results from this project showed that failures initiated in-
flight by the cabin crew staff had the greatest impact on passenger satisfaction. This 
indicates that cabin crew service must be of a very high standard and quality so that 
airlines can differentiate themselves from their competitors. These results reiterate the 
need to have empowered and satisfied staff to provide this kind of service as if quality 
service is not delivered, the outcomes could be devastating to the airline. 
110 
The quantitative aspect of this research also examined the service recoveries that were 
being attempted. Although service recovery is an excellent way to rectify problems and 
still achieve passenger satisfaction, it was alarming that so few of the respondents had 
actually experienced an attempted service recovery. The results imply that cabin crew do 
not fully understand the importance of service recovery and its effectiveness in achieving 
satisfaction in the case of a failure. More emphasis needs to be placed on this area of 
service training for all front-line staff, especially for the cabin crew. 
Passenger satisfaction is vital in such a competitive business environment. Thus both the 
quantitative and qualitative aspects of this study explored the influencing factors and pre-
requisites to achieve passenger satisfaction. The results found that the attempted service 
recovery techniques being attempted in-flight were those identified in the literature 
(Boshoff, 2005; Boshoff & Allen, 2000; DeWitt & Brady, 2003; Hart, Heskett, & Sasser, 
1990). Although they are used in different combinations and the effectiveness of each 
differs from industry to industry, the techniques are clearly adaptable to the airline 
industry. 
7 .5 Challenges faced in the research design 
This study was designed to explore service in the airline industry. More specifically it 
investigated the most common failures that occurred in-flight and of these which had the 
most impact on passenger satisfaction. The study was conducted from a customer's 
perspective as it was difficult to gain assistance from the airline companies. 
Understandably confidential documents such as staff training manuals could not be 
released for obvious reasons such as safety and security and also competition with other 
airlines. 
However, these challenges did not hinder this research project; rather they assisted in 
making it more focused and specific. By conducting the research from the passengers' 
perspective a deeper and more in-depth study was completed. This also creates an 
opportunity for further study adopting the same methodology but researching it from the 
company or cabin crew's perspective. This would enable the researcher to investigate 
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what actually occurs from all angles and why. It is difficult to design a satisfaction 
measurement tool from only one perspective. To ensure that all variables are addressed 
all parties involved in a service encounter need to be involved. Also a study on a larger 
scale could investigate service failure, recovery and satisfaction for all parties concerned. 
Another difficulty to overcome in this study was the reluctance of people to participate in 
the short interviews. Although the questionnaires found all the answers to the research 
questions and objectives, the feelings and motivations behind the behaviours could not be 
fully explored. Future researchers may consider taking a more qualitative approach to 
such a study, with longer interviews. 
7.6 Future Study 
As customers' expectations are forever changing there is an infinite opportunity for future 
study. There is a lack of empirical studies in the area of service recovery in the airline 
industry, thus any future empirical studies would be beneficial. Also, possible future 
research can take the findings from this study and develop a model for measuring 
satisfaction with an attempted service recovery that is industry specific. 
Service recovery is often difficult to measure as it differs between different scenarios and 
different service providers. A major difficulty in this type of study is the actual 
replication of the study in a variety of different environments. Much of the literature in 
this area describes scenario-based situations. 
Also, in order to fully understand the reasons behind common service failures an 
individual airline could be used as a case study. This would be beneficial for both the 
airline and the research as not only will they have more reliable data, the airline 
management will have a case study showcasing their strengths and weaknesses, and 
highlighting potential areas of improvement. 
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7.7 Limitations 
There are few limitations for this study. As the duration of an honours thesis is only one 
year, there are constraints and limitations. The research methodology was adopted with 
these limitations and constraints in mind, thus minimising or eliminating possible 
negative impacts. As mentioned above, an honours project is only a one-year project so 
time was a major constraint for this project. Also as for any student, budget was limited 
which restricted the type and scale of data collection able to be performed and collected. 
This limited the number of questionnaires that could be realistically administered and 
processed as well as the number and length of the interviews. If there was a larger budget, 
this researcher could have flown on an airline and talked to airline passengers and 
experience potential service failures as they occurred. Another restriction with this 
research was the availability of airline procedures and related resources. Although efforts 
were made to contact individual airlines on their training procedures, there was a lack of 
assistance from the airlines. If contacts could have been made, it could have strengthened 
this study, as it would have covered both the service provider and the passenger (the 
person receiving the service). With all the security issues surrounding the airline industry 
many airlines are now reluctant to share company policies and also training information, 
thus making secondary data difficult to obtain from a company or service provider's 
perspective. Thus, this study focused on how the customer's felt about any attempted 
service recovery and this assisted in overcoming the limitations of the study. 
7 .8 Ethical Considerations 
Ethics are important for any researcher to consider when doing any study with animals or 
human beings. Ethical approval was not required for the secondary data collection as it 
was all available in the public realm. However ethical approval from the University 
Human Research Ethics Committee was needed during the follow up interviews, as they 
were digitally recorded. Also, ethical considerations were needed to assist in ensuring the 
anonymity of all subjects and to protect their rights to pull out of the study at anytime ... 
To adhere to these ethical guidelines, a cover letter was included with the surveys 
explaining to respondents that they would remain anonymous throughout the entire 
process, that there would be no personal or private questions asked at any time, and that 
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all data collected will be used only for the purpose of this study (See Appendix 3) and 
also they were given contact details of an independent person if required. The 
respondents were also informed that all data and provided information would be 
destroyed after the analysis stage of the project. At no stage were the respondents to be 
identified. 
7.9 Conclusion 
This study adopted a mixed methodology which utilised the strengths and minimised the 
weaknesses of a solely quantitative or qualitative methodology. The questionnaire was 
developed so that all the objectives were addressed and the research question was 
answered. The semi-structured interviews aided in adding depth and meaning to the 
gathered information. The feelings and motivations behind the respondent's actions and 
behaviours were explored via the qualitative techniques. 
The quantitative interviews found that the most common failures were actually caused by 
the cabin crew in-flight. This was a significant result as it was later revealed from the 
quantitative results that failures caused in-flight by the cabin crew were actually the most 
damaging and had the greatest impact on passenger satisfaction. The interview's 
reiterated what was found in the questionnaire results and also added emotion and 
understanding to these findings. 
Analysis of the results also revealed that service recovery was not being attempted as 
often as the literature would suggest. However, the recovery techniques that were 
attempted mirrored those discussed in the literature review. The cabin crew had a 
significant impact on the outcome of the process, not only by what they did, but how they 
did it. The cabin crew's attitudes were explored in both the questionnaire and also the 
interviews. The results from both the questionnaire and the interviews showed that in 
many cases it was the staff's attitude that made the attempt unsuccessful not the 
procedure or action itself. Also the failure was often worsened by the cabin crew's 
actions and attitudes. 
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The results from this study indicated that the attempted service recovery was successful 
for 50% of the respondents. If the service recovery techniques were properly executed 
with the right attitude then satisfaction could still be achieved in the event of a service 
failure. This study found that in many cases, the passenger's were unhappy or unsatisfied 
with their service encounter with the airline. Interestingly, many of these respondents 
stated that if the staff had attempted a different action to satisfy them then they would 
have left satisfied. 
This study's results support the literature in service recovery techniques and also add 
understanding about why failures occur and why they have the impact that they do. The 
study reiterates the need to understand the importance of service, the negative 
consequences if poor service is provided and the positive outcomes that can be obtained. 
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7.10 Appendix 1- Terminology 
1.1 Service: 
"Service is the act of helping or doing work for another or for another community" -
Australian concise dictionary reference 
For this study the term 'service' will focus on airline service, more specifically in-flight 
service. 
1.2 Service Failure 
"Service failures generally occur when the service firm has broken a promise to a 
customer or the customer's expectations are not met" (Levesque & McDougall, 2000, 
p.30) 
1.3 Service Recovery 
Service recovery can be defined as a process of returning aggrieved customers to a state 
of satisfaction with the organisation after a service or product has failed to live up to 
expectations. 
1.4 IATA 
International Air Iransport Association 
1.5 Passenger Satisfaction 
Achieved when the passenger is happy with the overall service encounter. 
1.6 Moment of Truth 
A moment of truth occurs when a customer comes in contact with a company and 
experiences the level of quality (Carlzon, 1987) 
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Appendix 2 - Research Tools 
Questionnaire 
This questionnaire aims to explore your previous experiences of in-flight service. In 
particular, it seeks to find out about any negative experiences you may have had and also 
to see how cabin staff attempted to resolve the problem. 
Section 1: About You. 
1. Gender: 
2.Age: 
M 
18-24 
40-44 
25-29 
45-49 
F 
30-34 
50-54 
35-39 
54-59 
3. Nationality: _________________ _ 
4. Highest Level of education completed: 
a: Some High School b: High School Graduate c: Diploma 
d: Tafe Certificate/ Technical College e: Bachelor Degree 
60+ 
f: Post Graduate Degree g: Other (please state) ___________ _ 
Section 2: Frequency of Air Travel 
1. How often do you fly? 
At least every year Every 2-5 Years 
2a. What airline do you use most frequently? 
3. Is this your preferred airline? 
Yes No 
Every 10 + years 
4. If yes, What makes you choose this airline over any other? 
If No, why don't you choose this airline? 
5. Are you a member of an airline loyalty program? 
Yes No 
6. Do you fly most frequently for: 
a: Business b: Vacation c: Private reasons 
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d: Education c: Other (please state) ______ _ 
7. Do you usually fly: 
a: First class b: Business Class c: Economy Class 
8. Do you avoid flying with any airline(s)? If yes please state why. 
Section 3: In-flight service experience 
Please state 
1. Airline service should be: 
a: Poor b: Average c: High d: Very High 
2. The airline believes that the passengers are always right 
a: SA b:A c: Neither agree or disagree d: D 
e: Unsure 
e: SD 
3. The level of service provided by the cabin-crew is generally (I being Very poor, 5 
being excellent) 
2 3 4 5 
4. Poor cabin crew service causes me to change airlines 
a: SA b:A c: NA orD d:D e: SD 
5. Passenger satisfaction can be achieved even when mistakes are made by the cabin-
crew. 
A: SA b:A c: NAorD d:D e: SD 
6. I feel that cabin crew are adequately trained in all areas 
a: SA b:A c: NA orD d:D e: SD 
Section 4: In-flight Service Failure 
Please answer the following questions with the worst flight experience that you have 
encountered in mind. 
* A service failure is an action, which inconveniences you or makes you feel unsatisfied. 
An example of a service failure in a supermarket environment may be where you are 
overcharged for an item i.e., it scans at a different price to the ticket/label. 
**Mechanical errors are those concerned with the physical aspects of the flight i.e., 
chairs. 
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1. Have you ever been dissatisfied with a flight experience, or had any problems with an 
airline? 
Yes No (Go to section 6) 
2. What was the failure? 
3. In your opinion was the failure caused by: 
Human error (Go to Q 4) Mechanical Error** (Go to Q 5) 
Other (Please state) ____________________ _ 
4. What type of human error was it? 
Rude Cabin-crew Poor Cabin Service Unprofessional Staff 
Negligent Flight Crew Other (please state) _________ _ 
5. What type of mechanical error was it? 
Delayed Flight Cancelled Flight Bad Food Luggage Issues 
Broken Earphones Facilities didn't do what they were designed to 
Other (please state)--------------------
6. What airline(s) was involved in the service failure? 
How many times had you used the airline before the service failure? 
Less than 5 5-20 20+ 
8. How serious was the failure in your eyes? 
a: Very serious b: Serious c: not serious d: no feeling 
9. Did the cabin crew find out about the failure? If yes, How? 
10. Did the way that the cabin crew handle the failure affect your travel experience? 
How? 
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Section 5: In-flight service recovery 
*Service recovery is an action undertaken by staff to rectify the problem or to 
compensate for the inconvenience. 
An example in a supermarket scenario would be if you were overcharged for an item 
(failure), then the management would give you the item for free (attempted recovery). 
1. Did the cabin crew attempt any kind of service recovery*? 
Yes No (Go to section 6) 
2. What was the attempted Service Recovery? 
3. Was the attempt made by the person who initiated the service failure? 
Yes No, if no who attempted the service recovery? 
________________________________ 4. 
Did the person who dealt with the issue have to the authority to solve the problem? 
Yes No 
5. How long after the failure occurred was something done to rectify it? 
6. On a scale of 1 to 5 how would you rate the efforts of the cabin crew regarding the 
correction of the mistake? (1 being poor and 5 being good) 
2 3 4 5 
7. How would you describe the attitude of the cabin crew during the recovery process? 
8. Was the attempted recovery successful in your eyes? 
Yes No 
9. In your opinion what made the recovery successful/unsuccessful? 
10. What was the final solution to the problem? 
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11. How did you feel about the outcome of the recovery? Why? 
12. Could staff have done anything differently to satisfy you? 
Yes No 
If yes please state: 
Section 6: Future Intentions 
1. How satisfied were you with the cabin-crew at the end of your flight? 
A: Very Satisfied b: Satisfied c: NS or D d: Dissatisfied e: V .Dissatisfied 
2. How satisfied were you with the airline as a whole at the end of your flight? 
A: Very Satisfied b: Satisfied c: NS or D d: Dissatisfied e: V.Dissatisfied 
3. How likely are you to fly with that airline again? 
A: V.Likely b: Likely c: Unsure d: Unlikely e: V.Unlikely 
4. Could the cabin crew have done anything differently to make you flight more 
comfortable and enjoyable? 
Yes No 
If yes please state what 
Thank you for your time and assistance 
Are you prepared to assist further in this research by agreeing to a short (approximately 
20 minutes) interview at a time and place convenient to you? 
YES NO 
If yes, please state you name, contact number and email address. 
Name: _________________ _ 
Phone: _________________ _ 
Email: _________________ _ 
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Interview Guide 
The following themes were explored throughout the qualitative process. Interviewee's 
were asked about these themes with tailored questions. 
Section 1 -
* Investigate the service failure in greater depth to get a better understanding of the 
situation and the circumstances. 
* Clarify any issues that were unclear 
* Explore what the atmosphere was like 
Section 2-
* Address issues relating to the cabin crew 
* What were they like 
* What did they do 
* What could they have done etc 
Section 3 -
* Address the issue of Service recovery 
* If they had experienced one, what was it like? 
* Were they happy with it? 
* Would they liked anything to have been done differently? Why? 
* If they didn't then ideally what would they liked to have happened? 
* How did they feel? 
* What had the biggest impact? 
* For both types of respondents - what are their future intentions and why 
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Appendix 3 - Ethics Documentation 
Informant consent letter 
A Study on "Cabin-crew service failure and recovery" in airline industry. 
Hi, my name is Nicole Bennett and I am currently undertaking a research project on service recovery within 
the airline industry. My thesis will investigate the different service failures that occur in flight and also 
what is done to recover from them. I am going to investigate what types of service failures have been 
encountered, if any, and also different people's reactions to such failures and how they feel about the entire 
experience. 
Any information collected from this study is to be used solely for this research project and will not be used 
for any other purpose or given to any other person. This study is a voluntary study and participants are free 
to withdraw from participation at anytime. Each participant's identity will be kept confidential and will not 
be disclosed to any other party. All participants are given the opportunity to ask questions which should be 
answered to their satisfaction. Also please note that these interviews may be audio-reccorded to ensure that 
the information is accurately analysed. If you do not wish the interviewing to be recorded please advise 
before the interview commences. 
If there are any further questions please feel free to contact me on 0421004919 or via email at; 
nicole.bennett@ecu.edu.au. Alternatively feel free to conatct the project supervisor Nevil Alexander on 
6304 5540 or via email on; n.alexander@ecu.edu.au. Or the Faculty of Business and Law Higher Degrees 
Coordinator by phone on 9273 8421 or email at c.white@ecu.edu.au. 
Thank you very much for your time and input. 
Nicole Bennett 
I ______________ have read and understand the conditions as stated above. 
Signed: Date: 
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Email Information Letter 
A Study on "Cabin-crew service failure and recovery" in airline industry. 
H·, l. 
My name is Nicole and I am an honours student at Edith Cowan University. I am 
currently conducting a study which looks at airline service, more specifically in-flight 
service provided by the cabin crew. I ask that if you are over the age of 18 and have 
previous flying experience, could you please spare 5 minutes of your time to answer a 
short survey by clicking on the link below. Any assistance would be greatly appreciated. 
All information is strictly confidential and will be used only for the purpose of this study. 
http://www.surveymonkey.com/s.aspx?sm=ZGoir3BklzDkTUICbWJSiA 3d 3d 
If you have any queries please do not hesitate to contact me by email at 
nicole.bennett@ecu.edu.au. Or the Faculty of Business and Law Higher Degrees 
Coordinator by phone on 8273 8421 or email at c.white@ec.edu.au 
Thank you very much for your time. 
Yours sincerely 
Nicole Bennett 
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Appendix 4 - Descriptive Data 
Section 1 of the questionnaire - about you 
Gender (n=190) 
Freciuencv Percent 
Male 73.0 38.4 
Female 117.0 61.6 
Total 190.0 100.0 
qe (n=190) 
Fre uenc Percent 
18-24 
5-29 
0-34 
5-39 
0-44 
5-49 
0-54 
5-59 
otal 
Education ( n=190) 
119.0 62.6 
28.0 
12.0 
5.0 
7.0 
7.0 
4.0 
5.0 
3.0 
190.0 
14.7 
6.3 
2.6 
3.7 
3.7 
2.1 
2.6 
1.6 
100.0 
Frequency Percent 
Some high 
school 5.0 2.6 
high 
school 
qraduate 49.0 25.8 
diploma 39.0 20.5 
afe/ 
echnical 
colleqe 17.0 8.9 
bachelor 
degree 56.0 29.5 
post 
graduate 
deqree 23.0 12.1 
other 1.0 0.5 
rrotal 190.0 100.0 
Natio nailty (n=190) 
Freciuencv 
Australian 101.0 
Japanese 7.0 
Chinese 30.0 
Enqlish 12.0 
Italian 1.0 
Irish 3.0 
German 3.0 
fa,frica n 8.0 
Bruneian 1.0 
~·elsh 1.0 
Israeli 1.0 
Malaysian 4.0 
~merican 1.0 
Indonesian 6.0 
rrhai 4.0 
Indian 3.0 
Singaporean 1.0 
French 1.0 
Metnamese 1.0 
~fqhan 1.0 
Total 190.0 
Percent 
53.2 
3.7 
15.8 
6.3 
0.5 
1.6 
1.6 
4.2 
0.5 
0.5 
0.5 
2.1 
0.5 
3.2 
2.1 
1.6 
0.5 
0.5 
0.5 
0.5 
100.0 
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Section 2 of the questionnaire - Flight Frequency 
Fliaht Freauencv (n=190) 
Fre-
laue ncv Percent 
Is this the preferred airline 
(n=190) 
Frequency Percent 
at least 
every year 114.0 60.0 
every 2 to 5 
Yes 137.0 72.1 
No 53.0 27.9 
otal 190.0 100.0 
years 72.0 37.9 
every 10+ 
vears 4.0 2.1 
IT otal 190.0 100.0 Avoidina airlines (n=190) 
Freauencv Percent 
yes 68.0 35.8 
no 116.0 61.1 
!frequently used airline (n=190) na 6.0 3.2 
Frequency Percent if otal 190.0 100.0 
Cheapest 4.0 2.1 
Qantas 79.0 41.6 
t'virgin 
Blue 12.0 6.3 
Cathay 
Pacific 17.0 8.9 
Singapore 
loreferred Wh,? (n=190) 
Frequency Percent 
Price 39.0 20.5 
Comfort 9.0 4.7 
lAirlines 43.0 22.6 
KLM 1.0 0.5 
Malaysian 
lA.irlines 5.0 2.6 
Food & En- 10.0 5.3 
Quality 3.0 1.6 
Destination 19.0 10.0 
lAmerican Service 35.0 18.4 
lAirline 1.0 0.5 Reputation 14.0 7.4 
British Company 
lA.irways 1.0 0.5 
Rayn air 1.0 0.5 
Royal 
Policy 4.0 2.1 
Package 
Deal 4.0 2.1 
Brunei 3.0 1.6 
lAir New 
lzealand 1.0 0.5 
1Don1 Care/ 2.0 1 .1 
Facilities 2.0 1 .1 
Emirates 10.0 5.3 Safety 11.0 5.8 
IThai 3.0 1.6 Convenience 6.0 3.2 
lA.ir North 1.0 0.5 Loyalty Pro-
Lufthansa 1.0 0.5 gram 10.0 5.3 
Liet Star 1.0 0.5 N/A 22.0 11.6 
Garuda 5.0 2.6 tr otal 190.0 100.0 
Sky West. 1.0 0.5 
otal 190.0 100.0 
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Lovaltv Proq ram (n=190) 
Freauencv Percent 
Yes 69.0 36.3 
No 121.0 63.7 
Total 190.0 100.0 
Purpose of fivinq (n=1901 
Frequency Percent 
business 24.0 12.6 
vacation 118.0 62.1 
private rea-
son 24.0 12.6 
education 19.0 10.0 
other 5.0 2.6 
Total 190.0 100.0 
Ticket class n=190) 
Freauency Percent 
first class 2.0 1 .1 
business 
class 8.0 4.2 
economy 180.0 94.7 
rr otal 190.0 100.0 
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Section 3 of the questionnaire - In-flight Service Experience 
airline service 
'n=190) 
Fre- satisfaction & mistakes (n=190) 
lquency Percent Frequency Percent 
averaqe 14.0 7.4 strongly 
unsure 16.0 8.4 agree 27.0 14.2 
hiqh 90.0 47.4 
very hiqh 70.0 36.8 
aqree 119.0 62.6 
neither 
rr otal 190.0 100.0 agree or 
disaqree 30.0 15.8 
disaqree 8.0 4.2 
airline beliefs (n= 190) 
Frequency Percent 
stronqly aq re e 3.0 1.6 
strongly 
disagree 6.0 3.2 
Total 190.0 100.0 
aqree 49.0 25.8 
neither aqree or disaqree 89.0 46.8 
disaqree 40.0 21.1 
stronqly disagree 9.0 4.7 
rr otal 190.0 100.0 
level of service cabin crew traini nq ( n=190) 
n=190) Frequency Percent 
Frequency Percent stronqly aq re e 19.0 10.0 
1 1.0 0.5 aqree 118.0 62.1 
2 12.0 6.3 neither agree 
3 57.0 30.0 or disagree 38.0 20.0 
~ 99.0 52.1 disaqree 12.0 6.3 
5 21.0 11.1 strongly dis-
rr otal 190.0 100.0 actree 3.0 1.6 
Total 190.0 100.0 
chanqi nq airline (n=190) 
Frequency Percent 
strongly 
agree 24.0 12.6 
aqree 69.0 36.3 
neither 
agree or 
disaqree 64.0 33.7 
disaqree 32.0 16.8 
strongly 
disaqree 1.0 0.5 
Total 190.0 100.0 
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Section 4 of the questionnaire - In-flight Service Failure 
Bad flight experience? 
n=190) 
Frequency Percent ~alid Percent 
yes 100.0 52.6 52.9 
no 89.0 46.8 47.1 
Total 189.0 99.5 100.0 
Missinq 1.0 0.5 
Total 190.0 100.0 
Failure (n=190) 
Frequency Percent Valid Percent 
Cabin Crew 34.0 17.9 34.0 
Delays 15.0 7.9 15.0 
Meal Issues 9.0 4.7 9.0 
Physical Problem 22.0 11.6 22.0 
Other 20.0 10.5 20.0 
Total 100.0 52.6 100.0 
Missinq 90.0 47.4 
Total 190.0 100.0 
cause of failure (n=190) 
Frequency Percent Valid Percent 
human error 70.0 36.8 69.3 
mechanical 
error 26.0 13.7 25.7 
other 5.0 2.6 5.0 
Total 101.0 53.2 100.0 
Missing 89.0 46.8 
rrotal 190.0 100.0 
human error t oe (n=190) 
Frequency Percent ~alid Percent 
rude cabin 
crew 16.0 8.4 21.1 
poor cabin 
crew service 15.0 7.9 19.7 
unprofes-
sional staff 20.0 10.5 26.3 
negligent 
flight crew 10.0 5.3 13.2 
other 15.0 7.9 19.7 
Total 76.0 40.0 100.0 
Missinq 114.0 60.0 
rr otal 190.0 100.0 
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ailed airline (n=190) 
Freciuencv Percent Valid Percent 
Cant remem-
ber 5.0 2.6 5.0 
Qantas 24.0 12.6 23.8 
United 5.0 2.6 5.0 
Reqional 2.0 1.1 2.0 
Cathay Pa-
cific 4.0 2.1 4.0 
Malaysian 
Airlines 6.0 3.2 5.9 
Air New Zea-
land 2.0 1 .1 2.0 
Virqin 11.0 5.8 10.9 
~ir Sevchells 1.0 0.5 1.0 
Roya qi 
Brunei 4.0 2.1 4.0 
~ir France 1.0 0.5 1.0 
Singapore 
lA.irlines 5.0 2.6 5.0 
Air Asia 1.0 0.5 1.0 
tThai Airways 1.0 0.5 1.0 
lA.merican Air 1.0 0.5 1.0 
tTAP 1.0 0.5 1.0 
SM 1.0 0.5 1.0 
British Air-
ti..vays 6.0 3.2 5.9 
Emirates 1.0 0.5 1.0 
lA.ir Berlin 1.0 0.5 1.0 
Garuda 4.0 2.1 4.0 
Hawaiin Air 1.0 0.5 1.0 
Delta 1.0 0.5 1.0 
Yemeni a Air 1.0 0.5 1.0 
~nsett 1.0 0.5 1.0 
China Air 2.0 1 .1 2.0 
UAL 1.0 0.5 1.0 
Uet Star 1.0 0.5 1.0 
Kenya Ai-
tways 2.0 1 .1 2.0 
Paradise Is-
land 1.0 0.5 1.0 
30.0 3.0 1.6 3.0 
tT ot al 101.0 53.2 100.0 
Missinci 89.0 46.8 
tT otal 190.0 100.0 
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prior use (n= 190) 
Frequency Percent Valid Percent 
less than 5 74.0 38.9 73.3 
15-20 22.0 11.6 21.8 
20+ 5.0 2.6 5.0 
Total 101.0 53.2 100.0 
Missinq 89.0 46.8 
Total 190.0 100.0 
seriousness (n=190) 
~requencv Percent Valid Percent 
very serious 24.0 12.6 23.8 
serious 41.0 21.6 40.6 
not serious 33.0 17.4 32.7 
no feelinq 3.0 1.6 3.0 
Total 101.0 53.2 100.0 
Missinq 89.0 46.8 
Total 190.0 100.0 
cabin crew find out? (n=190) 
Freauencv Percent Valid Percent 
yes 50.0 26.3 49.5 
no 51.0 26.8 50.5 
rr otal 101.0 53.2 100.0 
Missing 89.0 46.8 
Total 190.0 100.0 
effect on travel experience (n=1 90) 
Frequency Percent Valid Percent 
yes 44.0 23.2 43.1 
no 58.0 30.5 56.9 
Total 102.0 53.7 100.0 
Missinq 88.0 46.3 
Total 190.0 100.0 
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r-- -
., 
mechanical error type (n=190) 
Frequency Percent Valid Percent 
delayed fliqht 23.0 12.1 41.1 
cancelled 
!flight 1.0 0.5 1.8 
bad food 4.0 2.1 7.1 
luggage is-
sues 5.0 2.6 8.9 
~acilities did-
n1 do what 
lthey were 13.0 6.8 23.2 
other 10.0 5.3 17.9 
IT otal 56.0 29.5 100.0 
Svstem 134.0 70.5 
IT otal 190.0 100.0 
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Section 5 of the questionnaire - In-flight Service Recovery 
any service recovery (n=190) 
Frequency Percent Valid Percent 
yes 24.0 12.6 22.6 
no 82.0 43.2 77.4 
Total 106.0 55.8 100.0 
Missing 84.0 44.2 
Total 190.0 100.0 
attempted service recovery (n=190) 
Frequency Percent Valid Percent 
Com pens a-
ion 7.0 3.7 25.9 
Apoloqy 1.0 0.5 3.7 
Nothinq 5.0 2.6 18.5 
Try to fix it 10.0 5.3 37.0 
Other 4.0 2.1 14.8 
Total 27.0 14.2 100.0 
Missing 163.0 85.8 
Total 190.0 100.0 
person who iniated failure=attempted recoverv (n=190) 
Frequency Percent Valid Percent 
yes 6.0 3.2 19.4 
no 25.0 13.2 80.6 
Total 31.0 16.3 100.0 
Missing 159.0 83.7 
Total 190.0 100.0 
authority (n=190) 
Frequency Percent Valid Percent 
yes 20.0 10.5 66.7 
no 10.0 5.3 33.3 
rr otal 30.0 15.8 100.0 
Missinq 160.0 84.2 
rr otal 190.0 100.0 
136 
r 
ime after failure (n=190) 
Frequency Percent 
165.0 86.8 
1 hour 2.0 1 .1 
10 mins 1.0 0.5 
15 Hours 1.0 0.5 
2 hours 1.0 0.5 
12 mins 1.0 0.5 
3 1.0 0.5 
BO mins 1.0 0.5 
14 1.0 0.5 
S minutes 1.0 0.5 
after they 
rwere in-
~armed 1.0 0.5 
at landin q 1.0 0.5 
Dont know 1.0 0.5 
immdiate 1.0 0.5 
immediatley 1.0 0.5 
it wasnt 1.0 0.5 
never 1.0 0.5 
never hap-
pened 1.0 0.5 
next airport 1.0 0.5 
not lonq 1.0 0.5 
same day 1.0 0.5 
straiqht away 4.0 2.1 
otal 190.0 100.0 
cabin crew efforts 
Frequency Percent Valid Percent 
rvery poor 4.0 2.1 13.8 
poor 3.0 1.6 10.3 
averaqe 9.0 4.7 31.0 
qood 11.0 5.8 37.9 
!Y'ery qood 2.0 1.1 6.9 
Total 29.0 15.3 100.0 
Missing 161.0 84.7 
Total 190.0 100.0 
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successful/unsuccessful (n=190) 
Frequency Percent 
162.0 85.3 
1 hour to get 
~ater 1.0 0.5 
14 days to find 
luggage 1.0 0.5 
bad crew 1.0 0.5 
Com pens a-
tion 1.0 0.5 
corporate 
dissatisfac-
lion 1.0 0.5 
didnt re ally 
care 1.0 0.5 
extra food 1.0 0.5 
he drink 1.0 0.5 
helpfullness 1.0 0.5 
just clean & 
sorry 1.0 0.5 
na 1.0 0.5 
no attempt 1.0 0.5 
No attempt to 
~x problem 1.0 0.5 
no communi-
cation 1.0 0.5 
not missing 
ftight 1.0 0.5 
nothinq 2.0 1.1 
previous ex-
perience 1.0 0.5 
quick servce 1.0 0.5 
rectified 
problem 1.0 0.5 
solution 1.0 0.5 
speedy 1.0 0.5 
lthey did eve-
rythin rig ht 1.0 0.5 
lthey didnt 
explain prob-
lem pro 1.0 0.5 
unsuccessful, 
no compen-
sation 1.0 0.5 
rwe boarded 
eventually 1.0 0.5 
rwe landed 
safely 1.0 0.5 
yes 1.0 0.5 
Total 190.0 100.0 
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recoverv successful? (n=190) 
Frequency Percent Valid Percent 
yes 15.0 7.9 50.0 
no 15.0 7.9 50.0 
rr otal 30.0 15.8 100.0 
Missina 160.0 84.2 
rr otal 190.0 100.0 
ltinal solution (n=190) 
Frequency Percent 
165.0 86.8 
blanket on 
seat 1.0 0.5 
lfirst calss 1.0 0.5 
lfixed problem 1.0 0.5 
Wouind cabin 
We elinqs on recovery (n=190) 
Frequency Percent 
165.0 86.8 
1 1.0 0.5 
12 1.0 0.5 
IA.nqry 1.0 0.5 
crew 1.0 0.5 annoyed 1.0 0.5 
Wree drink 1.0 0.5 
Wree fliqht 1.0 0.5 
~ree meal 1.0 0.5 
Free meal & 
accom, new 
plane 1.0 0.5 
dissatisfied 1.0 0.5 
dissen-
chanted 1.0 0.5 
Wearful 1.0 0.5 
lfine 1.0 0.5 
qood 4.0 2.1 
landinq 1.0 0.5 
left over meal 1.0 0.5 
meal voucher 1.0 0.5 
mechanics 
happy 1.0 0.5 
Kept in-
Wormed 1.0 0.5 
na 2.0 1 .1 
~xed problem 1.0 0.5 
na 2.0 1.1 
nil 1.0 0.5 
no feedback 
neqlected 1.0 0.5 
Never flown 
lthem again 1.0 0.5 
not enouqh 1.0 0.5 
opportunity 1.0 0.5 
no solution 1.0 0.5 
not satisfied 1.0 0.5 
ok 1.0 0.5 
none 4.0 2.1 
rushed onto 
poor 1.0 0.5 
positive and 
ltlight 1.0 0.5 
seat chanq ed 1.0 0.5 
snacks and 
satisfoed 1.0 0.5 
satisfied 2.0 1.1 
If otal 190.0 100.0 
assistance 1.0 0.5 
suffer 1.0 0.5 
rr otal 190.0 100.0 
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different action to satisfy (n=190) 
Freauencv Percent Valid Percent 
yes 15.0 7.9 51.7 
no 14.0 7.4 48.3 
rr otal 29.0 15.3 100.0 
Missinq 161.0 84.7 
tT otal 190.0 100.0 
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Section 6 of the questionnaire - Future Intentions 
satisfaction with cabin crew (n=190) 
Frequency Percent 
very satisfied 11.0 5.8 
satisfied 83.0 43.7 
neither satis-
fie d or dissat-
isfied 63.0 33.2 
dissatisfied 24.0 12.6 
very dissatis-
fied 9.0 4.7 
Total 190.0 100.0 
satisfaction with airline (N=190) 
Frequency Percent 
very satisfied 10.0 5.3 
satisfied 84.0 44.2 
neither sat is-
fied or dissat-
isfied 55.0 28.9 
dissatisfied 26.0 13.7 
very dissatis- 15.0 7.9 
Total 190.0 100.0 
rep eat business (n=190) 
Frequency Percent 
very likely 31.0 16.3 
likely 83.0 43.7 
unsure 46.0 24.2 
unlikely 14.0 7.4 
very unlikely 16.0 8.4 
Total 190.0 100.0 
CC make fliqht more enjoyable? (n=190) 
Frequency Percent 
yes 52.0 27.4 
no 138.0 72.6 
Total 190.0 100.0 
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Appendix 6 - Statistical Results 
Correlations - Table A 
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